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E X H I B I T S  

 

EXHIBIT IDENTIFIED IN EVIDENCE 

Employer: 

 E-26 417 418 

 E-23 442 452 

 E-24 443 452 

 E-25 445 447 

 E-32 447 452 
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P R O C E E D I N G S 

HEARING OFFICER CHEREM:  This is a continuation of the 

formal proceeding in the matter of Starbucks Corporation, case 

19-CA -- oh, excuse me, 19-RC-297140 before the National Labor 

Relations Board.  We still have the same hearing officer, 

Rachel Cherem, and the same part -- attorneys for the parties 

and we are continuing with the same witness that we had 

yesterday, Josh Dodge.   

And just a reminder that you are still under oath from 

yesterday with regard to your testimony.   

Before we went on the record, we just had some preliminary 

scheduling conversations that we'll resume at the end of the 

hearing today.   

With that, Employer, your witness.   

MS. DIECKMAN:  Thank you.   

RESUMED DIRECT EXAMINATION 

Q BY MS. DIECKMAN:  Josh, yesterday we finished the day by 

discussing some of the differences in partner responsibilities 

at the Pike Place store.  And now, I want to discuss some of 

the equipment nuances at the Pike Place store.  What is the 

Simonelli? 

A The Simonelli is the semi-automatic espresso machine that 

we have at Pike Place. 

HEARING OFFICER CHEREM:  Do you know how to spell that? 

THE WITNESS:  Yes.  S-I-M-O- -- do you want me to spell 
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it?   

HEARING OFFICER CHEREM:  Yes, please.  Please.   

THE WITNESS:  N- --  

HEARING OFFICER CHEREM:  It's for the court reporter.  

It's not a spelling test.  So just do your best guess, because 

it's going to be better than ours.   

THE WITNESS:  S-I-M-O-N-E-L-L-I.   

HEARING OFFICER CHEREM:  Thank you.  Continue. 

A So it's a semi-auto -- automatic machine.  It's got four 

group heads and two steaming ones. 

Q BY MS. DIECKMAN:  Can you explain what those are?  Pretend 

that none of us know anything about coffee.   

A Okay.   

HEARING OFFICER CHEREM:  Because at least in terms of me, 

it's totally true. 

THE WITNESS:  Okay.   

A A group head is where the shots of espresso come out from.  

We have the capability of pulling two shots at a time from a 

single group head.  So on the Simonelli, there being four means 

that we can pull up to four double shots simultaneously.  

Because it's a semi-automatic, there is what we call a 

portafilter, which is like a little coffee pot with a handle.  

It's with a mesh -- mesh cage in it, where you fill it up with 

coffee grounds, tamp it, and put it into the group head.  And 

then from there is where the automatic part comes in.  You 
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press a button, and it extracts espresso.   

Then we have two steaming ones, one on each side of the 

machine.  They are also semi-automatic and that you press the 

button, and they are calibrated to a specific temperature, or 

you can go into manual mode and steam beyond that temperature.  

Or you can cancel it before it reaches the specified 

temperature. 

Q BY MS. DIECKMAN:  Does the Simonelli machine exist in any 

core store?   

A No.   

Q Is the Simonelli hard to use?   

A Yes.   

Q Why?   

A So various reasons.  From a coffee standpoint, learning to 

dose and tamp consistently and well is a bit of an art.  

There's a specific way you have to hold your arm when you press 

down and a specific amount of pressure that you have to put on 

the coffee so that it's not -- you know, too dense or not dense 

enough.   

Once you learn that, you'd be able to have a good set 

ground of -- a set ground of coffee inside the portafilter, and 

then you'd be able to pull espresso shots on the machine.  So 

manually you would put that portafilter onto the group head, 

and you'd be able to put (indiscernible) shots.  That part 

is -- it takes a bit of learning.  But then in addition to 
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that, there are a lot of things about the machine that kind of 

like a hazard, like the group heads get really hot, so you want 

to avoid touching specific places.  There's also a maintenance 

cadence that you have to go through on the machine.  One of 

just like -- you know, like keep the internals clean and 

running efficiently throughout the day.  So every hour we do a 

backwash on all four of the group heads. 

HEARING OFFICER CHEREM:  What does that entail? 

THE WITNESS:  So the group heads -- the portafilters that 

we use for coffee, have a mesh basket so that it would allow 

water to pass through or potentially, coffee to extract through 

them.  In order to do a backflush, we have to swap to a closed 

basket.  So there's nothing in there except there's just like a 

stainless steel closed off basket.  You put that into the 

portafilter, and you lock it into the group head.  And then you 

perform three ten-second backflushes on each group head.  And 

you go into sequence from left to right or right to left to 

make sure you clean out the entire machine.  And that way 

pressure builds up the same way.  There's not like too much 

coffee grounds trapped in the mesh filters.  It just keeps it 

running smoothly. 

Q BY MS. DIECKMAN:  And what does it -- and so that's the 

cleaning that you do every hour?   

A That's the cleaning every hour, yeah.   

Q What's the cleaning that needs to be done every day? 
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A So every day, we do a breakdown of the machine and a deep 

cleaning.  Similar to the backflush, there is a process where 

we have to do a backflush with cafiza tablets to clean out each 

individual group -- group head.  In addition to that, we have 

to remove from inside the group head, there's another screen.  

It's a little, tiny round mesh disk that has to be removed with 

a screwdriver and cleaned.   

And then the steaming ones need to be taken apart as well.  

They have little nozzles that are removable at the end, and 

they need to be soaked in a cafiza solution as well and then 

scrubbed clean.   

We have a really large drip tray to catch all of the 

excess coffee or any water that -- that comes out of the 

machine.  That needs to be removed from the machine and 

cleaned.  And then behind that, there is a little water 

reservoir to basically collect all the excess water that then 

drains out of the machine.  That needs to be maintained well, 

because if there's too much coffee build up, it will clog and 

you will get like dirty coffee on the internals of machine, 

which could be really like detrimental, if it fried the 

electric circuit on the machine. 

Q How long does it take to break down the machine each day? 

A So we have a bar-closing routine.  And there's one thing 

that I didn't specifically mention that we have these grinders 

that kind of work with machine that dolls out the correct 

  
   



413 

 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

amount of coffee into the portafilters.  So that whole sequence 

takes roughly an hour.  It really depends on how the day is 

going and if they were able to like, set up ahead of time for 

certain things.  So approximately hour, could be a bit more, 

could be a bit less.   

Q When you mentioned the -- when you mentioned the grinders, 

it reminded me, is there something specific about the way that 

the grinders have to be calibrated to work with the Simonelli? 

A Yes.  So we have four grinders.  Each one of them contains 

different coffee beans from decaf to blond roast, signature, 

and Pike Place Special Reserve, the espresso beans.  They let 

out coffee basically by gravity.  So it's a gravity feed that 

goes through a burr grinder and fills up the portafilter 

basket.   

That calibration needs to be pretty exact.  So we will 

have add 14 grams of coffee in the morning, and we make sure 

that every one of them has -- is set to specific coarseness or 

fineness because we need to make sure that not only the weight 

is correct, but also the density of the coffee grinder is 

correct as well to pull the best quality shots.   

So that calibration processes -- it -- it -- it's a bit of 

an art to learn as well.  While you can accurately weigh out 

the 14 grams of coffee, you have to play around with the dial 

to configure it to make sure that it's at the right coarseness 

or fineness for every different roast of coffee bean. 
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Q Does it need to be recalibrated throughout the day? 

A Yes.  It could be once or twice, or it could be four or 

five times a day, just depending on the kind of day.  The two 

primary reasons for it to have to get recalibrated, one of them 

is the hopper, the -- the basket on top of the grinder that 

contains all of the unground coffee beans.  We continuously 

refill that throughout the day.  So you can refill it with 

fresher beans than the ones are in there.   

As soon as those beans start passing through the machine, 

the density and moisture of those beans and coffee grounds is 

different.  So that -- there's no real way of knowing until you 

go to pull a shot and all of a sudden it's pulling too long, 

you'd be like, oh, okay.  So we need to recalibrate now.   

In addition to that, like just ambient temperature 

moisture can affect the coffee beans as well, or even coffee 

beans that have been out for a while -- you know, need to be -- 

like, would need to be adjusted throughout the day sometimes.   

Q By way of example, if it's cloudy and cold in the morning 

and then becomes sunny and warm in the afternoon, how does that 

affect the calibration? 

A So the beans would be slightly drier, the shots would pull 

quicker, so you'd have to calibrate it to a finer grind.  

There's one other detail in that when you calibrate to a finer 

grain, the gravity pushes less coffee through.  So you, all of 

a sudden, have to extend the quantity of time that the coffee 
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is grinding for as well.  If you didn't do that, you would have 

to pull out a scale again and weigh out the correct amount of 

coffee weight. 

Q When you said that the machine needs the -- the -- the 

grinders need to be recalibrated somewhere between one and two 

or three or four times a day, is that each of the four grinders 

or all four grinders together?   

A So it -- it's really dependent.  I would say every -- 

every single one that gets calibrated in the morning, the decaf 

one doesn't get much use, so it -- it's unusual for it to get 

calibrated more than once.  Blond espresso probably get 

calibrated an average of two to three times a day just because 

it has more moisture content.  And the other two, once or twice 

a day.  It could be more depending on, again, like, other 

factors, such as the freshness of the coffee that's being put 

in and -- you know, what we just mentioned, or ambient 

temperature and moisture. 

Q You mentioned -- so I'm going to break this down a little 

bit.  So there is the -- the actual using of the -- of the 

Simonelli --  

A Um-hum.   

Q -- right?  From my understanding -- how many partners does 

it take to run the Simonelli at any given time?   

A Two -- we -- we could technically do it with one partner.  

We just never happen to do that.  It would -- you'd have to 
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like, go back and forth -- actually, it wouldn't be a 

stationary position.  So it -- we always require two partners 

to be on bar unless it's super early in the morning and there 

are no drinks. 

Q So are all Heritage baristas and shift supervisors 

expected to be proficient on both of the positions on the 

Simonelli?   

A Yes.   

Q And what are the two positions? 

A So the shot side, which is the person that would be facing 

the cups, calling out what milk to steam and setting up the 

beverage by putting in syrup.  And then they would also grab 

the portafilter, clean it out, have fresh grinds going from the 

grinder, tamp, and pull shots.   

While they're doing that, they're communicating with 

another partner that's to their right.  This partner, their 

main focus is to steam milk, top beverages off with whipped 

cream or sauce or any kind of topping that we have and connect 

with customers at the handoff. 

Q One moment.  I'm going to pull up an exhibit.  I'm sorry.  

Would -- would a core barista or core shift supervisor be 

expected to be able to operate either of those two tasks on the 

Simonelli?   

A Not without any guidance. 

Q Would a barista who was a barista or shift supervisor from 
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a regular core store walking into the 1st and Pike store for 

the first time, be able to operate the Simonelli?   

A No.   

Q How long does it take to learn how to use the Simonelli 

just -- just to make drinks?   

A Just to make drinks.  So about an hour on shot side, maybe 

30 minutes on milk side. 

MS. DIECKMAN:  Let the record reflect, I'm showing the 

witness an exhibit that's been previously marked as Employer 

Exhibit 26.   

Q BY MS. DIECKMAN:  Are you familiar with this document?   

A Yes.   

Q What is it? 

A It is an internal document that we use at the store to do 

training for the Simonelli.  And it includes, I believe, also 

how to do maintenance on it. 

Q So if I'm on the -- I'm looking at the first page.  

There's a picture of a shiny espresso machine.  Is that what 

the Simonelli looks like?   

A Yep.   

Q So the barista that is doing the espresso function on the 

Simonelli would stand on the left side of the machine and the 

partner who's doing the milk would be on the right side?   

A Yep.   

Q About how wide is the machine? 
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A So that machine is actually a three-group head; ours is a 

four.  So ours is actually larger than the one that's on that 

picture.  It's, I want to say, about four-and-a-half feet.  

Don't quote me on that.  I'm just going based off of eyeballing 

it. 

Q Okay.  Does this document represent the -- all of the 

unique --  

MS. DIECKMAN:  Strike that.   

Q BY MS. DIECKMAN:  Is this document the document that you 

use to help guide the training of partners in the use of the 

Simonelli?   

A Yes.   

Q Is the -- is the document that I'm showing you a true and 

accurate representation of the training document that you are 

familiar with?   

A Yeah.   

MS. DIECKMAN:  I'd ask to admit Employer Exhibit 26 into 

the record.   

HEARING OFFICER CHEREM:  Petitioner?   

MS. MULTHAUP:  No objections.   

HEARING OFFICER CHEREM:  Hearing no objection, Employer 26 

is received. 

(Employer Exhibit Number 26 Received into Evidence) 

Q BY MS. DIECKMAN:  You also -- we also discussed the -- 

the -- the hourly cleaning that gets done on the Simonelli.  Is 
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that something that all Heritage baristas and shift supervisors 

are expected to compe -- be proficient at?   

A Yes.   

Q Is that something that a core barista or a core shift 

supervisor would be expected to be proficient at?   

A No.   

Q What about breaking down the machine, is that something 

that a Heritage barista or a Heritage shift supervisor would be 

expected to be proficient at?   

A Yes.   

Q Is that something that a core barista or core shift 

supervisor is expected to be proficient at?   

A No.   

Q And what about the calibration of the machine, is that 

something that all Heritage baristas and all Heritage shift 

supervisors would be expected to be proficient at?   

A Yes.   

Q Is it something that all core baristas and shift 

supervisors would be expected to be proficient at?   

A No.   

Q And did I ask you about the breakdown, whether everyone 

would be --  

A Yes, you did. 

Q Sorry.   

HEARING OFFICER CHEREM:  I have a question.  Is there a 
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list of what Heritage baristas or Heritage shift supervisors 

are expected to be proficient at or any sort of document that 

would show that comprehensibly?   

MS. DIECKMAN:  There's a document that shows that they're 

expected to be proficient on the equipment and what they call a 

play at Starbucks for all three of the Heritage stores.  And 

that would be the -- the job descriptions on just explaining 

what those actual functions are. 

HEARING OFFICER CHEREM:  Okay.  But there's no document 

that we're aware of that details all of this like he's doing?  

Just generally --  

MS. DIECKMAN:  There's going to be --  

HEARING OFFICER CHEREM:  -- saying --  

MS. DIECKMAN:  There's some training documents, but 

they're --  

HEARING OFFICER CHEREM:  Okay.   

MS. DIECKMAN:  -- fairly vague.   

HEARING OFFICER CHEREM:  Okay.  Thank you.   

MS. DIECKMAN:  Um-hum.   

Q BY MS. DIECKMAN:  So now, I want to ask you a little bit 

about the -- the Mastrena espresso machine.  What is a 

Mastrena -- or I'm sorry, the Mastrena 2 espresso machine?  

What is the Mastrena 2?   

A The Mastrena 2 is a single group head automatic espresso 

machine at core stores. 
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Q Is that the -- the espresso machine that's utilized at all 

core stores? 

A There are some that still utilize a Mastrena 1, but 

they're -- I believe, are phasing those out as quickly as they 

can for the Mastrena 2s because the Mastrena 2s are easier to 

use. 

Q Can you explain how you would make a drink using a 

Mastrena 2? 

A Yes.  So depending if it was just the regular latte, and 

the machine is awake, you would press a button to pull shots.  

It has a built-in grinder, so it will grind the correct amount 

of coffee automatically.  And internally, it will compress it, 

make it into a puck.  The shots will come out and the puck will 

then be put into a -- will drop into a drawer underneath the 

espresso machine to dump out a little later time.   

And then the steamy one, you would -- if it's a regular 

standard drink, you'd just pull it down all the way, the handle 

on top, and it would steam to the correct temperature. 

Q And are all core baristas and core shift supervisors 

expected to be familiar and proficient with the Mastrena 2?   

A Yes.   

Q Are all Heritage baristas and Heritage shift supervisors 

expected to be proficient with the Mastrena 2?   

A Yes.   

Q Why? 
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A Because it's our intent that every single barista and 

supervisor is able to support every single store in Heritage, 

that they are able to speak to what it's like to work at every 

store in Heritage, share the experience and be at a really 

elevated level of craft at every store in the Heritage Market. 

Q And do the 1st and Pike and 1st and University stores use 

the Mastrena 2?   

A Yes.   

Q Okay.  So I think we've discussed all of the things that 

are unique about the Pike Place store and -- and working in the 

Pike Place store.  Is there anything else about working in the 

Pike Place store that's unique that we haven't discussed? 

A There's one thing that comes to mind, the role of a shift 

supervisor is different than core.   

Q How?   

A So a shift supervisor at a core store uses part of a play, 

they would deploy themselves into a flexible role.  It could be 

a warming position or a customer-support position.  The reason 

for that is that they're deploying usually anywhere between 

three, four or five, maybe six partners in a play.  It can vary 

obviously by store and how much volume of customers they're 

experiencing the day.   

They have a Play Builder tool that -- with an algorithm, 

basically, represents on an iPad, what the play should look 

like.  So it's -- you can step on the floor, and you can look 
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at the Play Builder and it will say, this is where you should 

be.  This is where this barista should be.  And it kind of 

gives you that layout.   

At Pike Place, that tool does not work.  There's nothing 

that represents our store accurately.  That if we pull it up at 

our store, it will show that we have ovens when we don't.  It 

won't show -- show the positions that we use for main greet 

door 1 and door 2 (phonetic throughout), so we can't use that 

resource.   

And in addition to that, we deploy up to 21 partners in a 

single play.  That requires a lot of attention to deployment 

and running breaks efficiently and making sure that partners 

get rotated through positions.  So the role of the shift 

supervisor is very, very different in that they would never be 

a part of the play.  They would only be a play caller, but they 

would stand with the daily coverage report and deploy partners 

and run breaks and rotate people efficiently to provide the 

right experience. 

Q Thank you for that clarification.  And how is that 

different just for the reader of the record from a core shift 

supervisor? 

A So a core shift supervisor would probably have to run, I 

would say, three or four breaks in the course of an hour.  At 

Pike Place, you'd have to run probably 12.  So that piece right 

there, just a lot more complex.  Deployment, you need to be 
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completely focused on what every partner in every position is 

doing.  And because there are so many more positions to 

supervise, you could not possibly put yourself in a flexible 

you know, position as part of a play.   

So whereas a supervisor at core could be on customer 

support, helping maintain beverage product supply, and being in 

the lobby, and then can refer back to the DCR to run a break as 

part of their sequence, that would not be possible at Pike 

Place. 

HEARING OFFICER CHEREM:  When you say run a break, can you 

clarify for the record what you mean? 

THE WITNESS:  Yeah.  So we try and run breaks at ten, 

lunch, and ten for a full shift, essentially, every two hours.  

The more partners, the more breaks to run. 

HEARING OFFICER CHEREM:  So does run, just to clarify, 

mean that the shift supervisor is informing that particular 

employee that it's their turn for a break?  

THE WITNESS:  That's correct.   

HEARING OFFICER CHEREM:  Okay.   

Q BY MS. DIECKMAN:  Does that also mean that the shift 

supervisor is helping deploy someone to cover their role during 

the break or to make sure that that role is covered somehow? 

A Yes.  The shift supervisor would usually hand off another 

supervisor to run a supervisor break, which is not a 

requirement at core.  It's not actually a requirement at Pike 
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Place, but it's highly advised because you don't want the floor 

to not have a supervisor on it for any period of time.  Whereas 

at -- at core, it is frequent that a supervisor could go on a 

lunch or a ten-minute break without anyone actually being on 

the clock supervising the floor. 

Q Are all of the Heritage shift supervisors expected to be 

proficient at running a play in the way that you've described 

at the Pike -- that you've described?   

A Yes.   

Q And would it be the expectation for a core shift 

supervisor to be able to do that as well? 

A No.   

Q Okay.  Now, have we covered all of the ways that --  

A I believe so.   

Q -- Pike -- okay.  Let's pivot to talk about 1st and 

University.  Can you explain the -- the 1st and University 

model for the reader of the record? 

A Yes.  The 1st and University store is a pick-up store.  So 

there's no seating or in-store -- you know, place for anyone to 

have a beverage or eat a pastry.  The concept is using the 

mobile app you order ahead, and you just show up, pick up your 

food and beverage, and leave.   

It's kind of set up in a very efficient way.  Unlike every 

other Starbucks model, be it core or Pike Place, it has a wall 

that separates where the beverage production and the food 
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production happens.  And there's only really ever one or two 

partners that are customer-facing.  That would be the person 

that is at the front desk and register and maybe someone that 

would be doing sample beverages to bring customers in from 

outside.  There's not really a lobby to maintain.  There's no 

restroom.   

So a lot of customers, it's sometimes confusing.  You walk 

into the store, and it's not set up the way you'd expect a 

Starbucks' coffee shop to be set up.  So the partners at 1st 

and University have a talk track to explain what the store is 

and how it's a concept, how more than the -- you know, being 

open.  How you have to download the app and order ahead and 

they show them how to screen with their name on it.  It will 

show that the beverage is being prepared and when it's ready to 

pick up.   

And I have been told that sometimes it's like a de-

escalation process because people just want a coffee right 

away.  And they have to teach them how to go into the App 

Store, download an app, create an account.  So they become very 

proficient in helping people set that up and talking about -- 

essentially, generating buy in for the concept of what that 

store is. 

HEARING OFFICER CHEREM:  Excuse me.  Can you remind me 

again -- my apologies if you've already gone into this, about 

how you're familiar with the 1st and University store? 
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THE WITNESS:  Yeah.  So I'm collaborating with the store 

manager from that store to help train Heritage partners on 

working at that store.  And I have also visited that store 

multiple times throughout my time at Starbucks, working at Pike 

Place.  I've had relationships with previous managers that work 

there.  I -- for the most part, like, have been exposed to the 

concepts and understand how the store runs, to a certain 

degree, for a while. 

HEARING OFFICER CHEREM:  All right.  Can you remind me who 

the current store manager is for the 1st and University store?   

THE WITNESS:  Macoy.   

HEARING OFFICER CHEREM:  Can you repeat that, please?   

THE WITNESS:  Macoy.   

HEARING OFFICER CHEREM:  Macoy?  Okay.  And was that same 

person the store manager before it became a Heritage store? 

THE WITNESS:  Yes.   

HEARING OFFICER CHEREM:  Okay.  Thank you.  Go ahead.   

Q BY MS. DIECKMAN:  You mentioned that a big part of the job 

of a Heritage barista work -- who's working their shift at the 

1st and University store is creating a customer service 

customer experience in getting them to buy in to the --  

A Um-hum.   

Q -- to this concept.  Can you explain that a little bit? 

A Yeah.  So I think a lot of customers would expect Pike 

Place to -- like, a soft landing spot.  You know, somewhere to 
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sit down, enjoy coffee, and you know, maybe talk with a friend.  

When they don't find that, it's just kind of like a sleek, 

almost sterile store environment.  It's -- again, not what 

they're anticipating walking into.   

And then the idea that they have to put an effort to get 

an order in is not always something that they are on board 

with.  They may be in a hurry, or they may just want it done 

the way they've always had it done at every other Starbucks.  

So I think that initially is the first hurdle to overcome is 

explaining what it is.  Like, this is -- you know, a pick-up 

store.  We are here for convenience.  You can order ahead, and 

everything will be waiting for you.  You'll get an update on 

the app when your beverage or food is ready.  If you don't have 

the app, it's really easy to set up.  There's no cost.  You get 

points.   

You'd be going through like how the app -- you know, works 

as far as how to customize beverages and basically showing how 

convenient it is, even though it's still an application that 

has some learning to obviously navigate.   

Q Are the partners who work -- who are working in the 1st 

and University store expected to have a heightened 

understanding of the Starbucks app?   

A Yes.   

Q Explain why, please. 

A To help someone set it up, one of the shift supervisors at 
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the store specifically told me that she could run through how 

to install, create an account, and order a drink without 

looking at a phone.  And that's helpful because if a customer 

has a phone, they may not want to necessarily give that to a 

partner to set up for them.  So they can easily -- like, 

navigate a customer through what the customer is seeing without 

actually seeing it themselves if that makes sense. 

Q Are all Heritage partners expected -- Heritage partners, 

the store managers, the baristas, and the shift supervisors 

expected to be able to provide the appropriate customer 

experience at the 1st and University store?   

A Yes.   

Q Including you?   

A Including me. 

Q Is that something that a core barista or a core shift 

supervisor would be expected to be proficient at?   

A No.   

Q It's also my understanding that there's a -- there's an 

order status board at the 1st and University store that's not 

utilized at other stores, right?   

A That's correct.   

Q Can you explain how -- what that board is and how it 

works? 

A Yes.  So in addition to having the point-of-sale system, 

there's also another system that's -- almost looks like an 
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iPad, essentially, that allows you to move orders through at -- 

depending on what stage in the process they're at.  And it also 

integrates with the beverage printer.   

So for example, someone orders a latte.  Their name will 

come up on the screen as -- for their order.  And then it 

will -- when you pull the drink tag at the espresso machine to 

start making the beverage, it will say the beverage is being 

made.  Once that beverage is made, it's handed off around the 

corner of where the wall is to the partner that's at the front 

desk in -- you know, in the lobby.  That partner will then 

check off that the beverage is ready on the little iPad looking 

device and set it up at the pick-up station.  And then --  

Q So it --  

A -- once --  

Q Oh, go ahead.   

A (Indiscernible, simultaneous speech).   

Q No, go ahead.   

A Once that -- once a customer comes in and grabs that 

beverage, they will then have to click that the customer came 

and grabbed it and it will delete the name on the board. 

Q So at each step of the process, a partner is required 

to -- just to operate some sort of application to show where 

the -- where the drink is, or food is in process?   

A With the exception of when -- it's automated when you pull 

the tag from the label machine.  Because that step, it -- the 
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machine recognizes, oh, you pulled the tag.  That must mean 

you're making the beverage.  So that's the only step in which 

they don't have to like, push the order through on the system. 

Q And are part -- do partners need to be trained on how to 

operate that application through the process of an order?   

A Yes.   

Q Are -- are all Heritage baristas and all Heritage shift 

supervisors, and all Heritage store managers expected to 

understand how to do that work?   

A Yes.   

Q What about core baristas and core shift supervisors? 

A No.   

HEARING OFFICER CHEREM:  How -- about how long does that 

training take on this odd -- track -- drink-tracking system?   

THE WITNESS:  So the training part of moving it through is 

relatively straightforward.  It's the piece of communicating 

and working in the play that it can sometimes get a bit more 

complex.  I would say the training takes no more than 30 to 40 

minutes for pushing beverages through.  Another 30 to 40 

minutes to establish how you communicate with the team around 

you to make sure that everything is being placed correctly and 

that they're grabbing them on time.  There's also the food 

organization, which is kind of separate, but we need to make 

sure that those things go out simultaneously, if that makes 

sense.   
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HEARING OFFICER CHEREM:  Okay.  And that's all on-the-job 

training it sounds like?   

THE WITNESS:  Yeah.   

HEARING OFFICER CHEREM:  Are there any modules or anything 

associated with that training? 

THE WITNESS:  Well, there are modules specific to 1st and 

University, yes.  We're still integrating that into the 

Heritage training to make it -- yeah.  There's some --  

HEARING OFFICER CHEREM:  Are those --  

THE WITNESS:  -- more elevated --  

HEARING OFFICER CHEREM:  -- training modules that already 

existed before it became a Heritage store?   

THE WITNESS:  Yes, for the -- how you put your orders 

through.  But we're revising them to create a better 

experience.  So we're hoping to involve them more. 

HEARING OFFICER CHEREM:  I'm sorry.  I just didn't hear 

you.  While you're revising them for?   

THE WITNESS:  To create a better experience for --  

HEARING OFFICER CHEREM:  I see.   

THE WITNESS:  -- (indiscernible, simultaneous speech) 

customers. 

HEARING OFFICER CHEREM:  Okay.  And then while I'm 

interrupting, the extra -- the -- you mentioned the partners 

have to be really good at the apps at the 1st and University 

store?   
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THE WITNESS:  Um-hum.   

HEARING OFFICER CHEREM:  Is there any extra training 

provided for that or is it on-the-job --  

THE WITNESS:  I don't --  

HEARING OFFICER CHEREM:  -- training? 

THE WITNESS:  I don't know the answer to that, but I would 

expect us to implement that if that's some -- a resource that 

doesn't already exist. 

HEARING OFFICER CHEREM:  Okay.  But you're --  

THE WITNESS:  We --  

HEARING OFFICER CHEREM:  -- not sure if it already 

existed --  

THE WITNESS:  Yeah.   

HEARING OFFICER CHEREM:  -- or if it currently does?  

Okay.  All right.  Thank you.  You can continue. 

Q BY MS. DIECKMAN:  I apologize.  How -- I realized I didn't 

ask you one of the questions I meant to ask you about Pike 

Place.  There's a -- there's a Simonelli-specific training 

module which we looked at.  How long does it take a partner to 

work through that training module? 

A So it -- it takes -- we never go through the whole module 

in one go just because time of day, too much information 

sometimes.  So we break down the part of like working as far as 

like beverage production and the hourly maintenance in about an 

hour.  And we have to keep revisiting that consistently to make 
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sure that the right habits are being built and the right skills 

are you know, being formed.  So that's something that we would 

revisit, and I wouldn't expect anyone to be really capable for 

about two weeks of like producing excellent quality shots and 

excellent quality milk.   

The breakdown of the machine when it comes to like end of 

day, that's something that we usually have someone shadow a 

closing partner for, for a full shift.  And then when they 

would go through their first bar close is what we call -- call 

it, we would have someone shadow them to make sure they're 

doing it correctly.  So it's about two days to make sure that 

we're doing that right. 

Q And what about the calibration, about how long does that 

take to learn? 

A So the calibration of the grinder is -- we only have 

supervisors that do that right now.  We want everyone to do it.  

It's -- it takes a couple of hours to teach the mechanics 

behind it, but it takes repeated practice to get a feel for 

doing it the right way. 

Q How much repeated practice, if you had to quantify it? 

A Well, the issue becomes is like how much exposure does the 

partner have to calibrating them.  So obviously, it's like the 

opportunity to calibrate only comes up every few hours and if 

they're on bar, they can -- you know, continue learning that.  

So based on how we have -- like, when we're capable to let them 
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practice, it could take also a few weeks for them to get really 

proficient at it.  But by the same token, if they happen to be 

on bar very frequently and have to readjust it very frequently, 

it could happen sooner, so it could be like one week. 

Q Okay.  Back to 1st and University, are there any other 

intricacies about working at 1st and University? 

A Nothing -- other than the co -- the -- what we just 

mentioned, nothing specific stands out to me.  We are setting 

up as a training store, so we are kind of thinking what can we 

do differently, because we even installed a Simonelli there to 

do training.  But other than that, to be decided, I guess. 

Q And what about 1st and Pike, are there any intricacies 

about working at that store? 

A There are a couple of things that are slightly different 

from core stores.  One is that they do serve Pike Place Special 

Reserve at that store, both as pour over and as cold brew.  

They've actually made it the standard there, so Pike Place 

Special Reserve as -- as cold brew.  So that's something -- 

doesn't take long to learn that, but it's something that's 

different.   

And also, it's not necessarily unique to 1st and Pike, but 

it -- it's -- it's not something that you see frequently in 

Starbucks store, that Starbucks have a security guard at all 

times because it is high incident.  There's also a system built 

into the restroom that will alert the security guard that 
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someone's been in there too long.  And there's a certain amount 

of expectation placed on the security guard, but also the 

partners to communicate with the security guards when they need 

assistance.   

More than anything, it's like answering a question for 

partner is why there a security guard making them feel safe 

that there is one rather than unsafe, that there is one, if 

that makes sense.   

Q Will the -- in the Heritage Market model, will partners at 

the 1st and Pike store be expected to provide an enhanced 

customer experience? 

A Yes. 

Q In what way? 

A One would be in sharing history and knowledge of the Pike 

Place Market and at Starbucks.  The other would be in the 

positions, how they're deployed and how the focus is more 

attentive to customer need.  And then down to proficiency on 

bar and warming to make sure that we have the very best 

baristas that can make the best quality beverages and do them 

really efficiently and quickly.  So it's a question of like a 

great customer experience from point of connection and service, 

but also from speed of service and the quality of the products 

that were providing. 

Q Understood.  I want to pivot to talk about the way that 

all of the managers in the Heritage Market are going to work 
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together. 

HEARING OFFICER CHEREM:  Can I ask a few questions before 

you switch --  

MS. DIECKMAN:  Sure.   

HEARING OFFICER CHEREM:  -- your line of questioning?   

Can you just state for the reader of the record, what's 

the basis of your familiarity with the current operation of the 

1st and Pike store?  I know you said you had worked there 

briefly some time ago.   

THE WITNESS:  Yes.  I worked there for a month some time 

ago.  I'm also -- have a close working relationship with Manu, 

the store manager from that store.  I've helped observe that 

store and provide her with feedback and shared some of my 

experience to help her there.  I visit that store frequently 

for product.  I -- actually, was on the floor to support them 

recently when they had a rush, and they were down a few 

partners. 

HEARING OFFICER CHEREM:  Thank you.  And you mentioned the 

Pike Reserve also being served there.  What does that really 

mean for like, the day-to-day experience of a partner?  Is it 

just like swapping out which type of coffee they're using?  Is 

it something beyond that? 

THE WITNESS:  Yes.  That's -- that's what it is, 

essentially.  So every core store at Starbucks serves cold brew 

specific -- like a specific cold brew.  They come in big five-
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pound bags.  And that five-pound bag essentially gets ground to 

one batch of cold brew.   

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  To prepare it with Pike Place Special 

Reserve, they only come in like half-pound bags.  So there's 

more you have to like use the correct amount of bags to make a 

batch of cold brew.  So if --  

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- someone from a random store came in, they 

wouldn't know to make the cold brew, if that makes sense. 

HEARING OFFICER CHEREM:  Okay.  Is it just for the cold 

brew, or is it also for regular coffee?   

THE WITNESS:  It's just for the cold brew, and you can 

request as a pour over as well.   

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  That's -- (indiscernible, simultaneous 

speech) for that. 

HEARING OFFICER CHEREM:  Okay.  You mentioned a high-

incident store.  Can you describe what that means? 

THE WITNESS:  Yeah.  So we have misuse of the restroom, 

theft, threats of violence sometimes.  There's a lot of 

vagrants that enter the store.  So just very frequent -- 

there's different situations where someone will try and steal 

something or someone will misuse the restroom, or someone will 

just -- having -- be a mental crisis in the lobby, things like 
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that. 

HEARING OFFICER CHEREM:  Is high incident a term that 

Starbucks uses internally?   

THE WITNESS:  Yes.   

HEARING OFFICER CHEREM:  And then you talked about their 

expectations to provide enhanced customer experience at 1st and 

Pike?   

THE WITNESS:  Yes.   

HEARING OFFICER CHEREM:  If you know, how frequently is 

that expected to come up or in what cap -- how is that expected 

to arise over the course of a partner's day-to-day duties? 

THE WITNESS:  So my understanding -- and this is what 

we're working towards -- is that we're going to revisit how we 

schedule and how we staff each store to maybe explore 

additional positions so that there would be more partners that 

would be dedicated to supporting the experience for the 

customers.  So it comes down to like setting some really -- you 

know, like, direct expectations of every position and making 

sure that partners are following through on those expectations 

and making sure that there are enough partners to support that 

experience throughout the journey of a customer in the store. 

HEARING OFFICER CHEREM:  And do you know if those 

expectations have been set yet or is that something that's 

still under development? 

THE WITNESS:  Most part, they have been set.  Like, the 
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expectations are fairly simple from a customer-connection 

standpoint.  It's just about making an introduction, offering 

help, sharing knowledge.  There is an additional piece that we 

are still working together on, which is doing Heritage tours.  

It's something that we have done, but only store managers have 

done.  Or either partners that are visiting as part of like, an 

excursion to Seattle from different states or partners that are 

new to the -- to the company.  And basically, what that entails 

is a tour of all three of those stores to show where the 

company started, when it got to basically the core model and 

what we're looking at in the future. 

HEARING OFFICER CHEREM:  Okay.  And again, the Heritage 

tours are for people employed by Starbucks currently?   

THE WITNESS:  Yeah.  Currently, they're for people 

employed by Starbucks at -- only as far as I know. 

HEARING OFFICER CHEREM:  Okay.  And then in terms of 

back -- going back to the public interface with customers with 

a new expectation.  So then like, if I'm a barista at that 

store, is part of my new expectation going to be like, hi, I'm 

Rachel.  How can I help you?  Let me tell you a little bit 

about Pike Place or is there -- like, how does that play out? 

THE WITNESS:  Yeah, pretty much.  So a lot of it is asking 

questions like, you know, do -- do you need any help?  You 

know, where are you visiting from is often a conversation 

opener.  And then from that, waiting for customer cues to 
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present knowledge.  A lot of the conversations that we see 

happening at Pike Place with partners that execute well in the 

experience that we try and provide is from the fact that they 

have extensive knowledge about the company history or the 

market history.  So they feel very conf -- confident in sharing 

that.  That's not something that we see consistently, even in 

Pike Place, but definitely not across all three stores. 

HEARING OFFICER CHEREM:  Okay.  Thank you.  All right.  

Sorry, Alyson.  Thank you for letting me just jump on that 

before we changed -- changed trains of thought.   

Q BY MS. DIECKMAN:  You mentioned that you have not seen 

consistent satisfactory --  

MS. DIECKMAN:  Strike that.   

Q BY MS. DIECKMAN:  You men -- you just mentioned tha -- to 

the hearing officer that in the past you've not seen partners 

meeting expectations as it relates to that customer -- that 

level of customer experience.  Is that something that is 

expected at the Heritage Market of all po -- of all partners?   

A Yes.   

Q Okay.  Let's talk about the training for Heritage partners 

a little bit.  So I understand that --  

MS. DIECKMAN:  Strike that.   

Q BY MS. DIECKMAN:  Is the training -- is the training 

module for -- are the training modules for the Heritage Market 

still in the process of being finalized? 
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A Yes.  We finalized the first phase of training, what we're 

calling phase 1, and we're doing that in pods currently.  But 

we are collaborating on building training going forward.  The 

concept -- we keep throwing the term around like it's like a 

startup, right.  When we receive feedback from partners, they 

wanted to put -- have input, so we are trying to build the 

training around what they feel like their needs are.   

So we established a really good introduction to the 

training.  And the plan is to continue it in phases on a 

monthly cadence, obviously, that's subject to change.  But 

that's what we are working towards right now. 

Q I just to make sure it's super clear.  So you're going to 

take feedback from the initial training and then build out 

additional training based on that feedback; is that my -- is 

that right? 

A Yes.  We do have some clear things that we are going to go 

through.  So we're going through history and Coffee Master with 

every partner, but there is room to add more.  And we've left 

that room intentionally to provide them the additional training 

that they feel is going to be most supportive of their 

knowledge. 

Q Okay.  So in addition to going through the Coffee Master 

materials, I'm going to show you an -- an exhibit that's been 

marked as Employer Exhibit 23.  And it's called Heritage 

Training 100.  This first page appears to be incomplete, so 
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I'll skip the first page, but what -- what is this -- what is 

this five-page document? 

A So that is the first phase of training.  We rearranged and 

changed some of the time lines on this, but basically we've 

covered this already as part of our first few training parts 

with the supervisors.  And we're still going to -- we still 

have to do it with the baristas.  But that is the very 

fundamentals of -- of working at all three stores. 

Q And if I show you Employer Exhibit 24, what is this?   

A So that is the time frame for going over the training 

materials that you have up previously and how we would do it at 

the different locations.  So we would take a group and each pod 

and visit one part of the training from 8 to 8:30 at 1st and 

Pike.  Then do Coffee Academy at 1st and University.   

We change that a bit just because it didn't make sense to 

leave 1st and Pike to go to 1st and University for brew lab.  

So we -- we've changed around where, but the idea is we will go 

to all three stores to do training in a day. 

Q And so if I'm looking here, there are five pages, and it 

looks like each pod is called something different?   

A Yeah.   

Q And the -- right?   

A Yes.  They're all essentially -- the -- the pods are the 

same training.  It's just for taking multiple groups of 

partners through it. 
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Q So the schedules are just rearranged a little?   

A Yes.   

Q Okay.  And they're working through all of this -- what 

is -- all of the content contained in Employer Exhibit 23?   

A Yes.   

Q Did you help prepare Exhibits 23 and 24? 

A No.  This was provided to us as a rough draft and we were 

told to add our input and change it as we felt would be 

necessary or beneficial, which that, we did do collectively. 

Q And has the -- has the updated -- have the updated 

training materials been reduced to writing at all? 

A Yes.  We -- we have Heritage 100 in a PDF document, as 

we're teaching it right now, which is slightly different than 

what's in there. 

Q Is it possible to send us the updated Heritage 100 

materials?   

A I'm sure I can produce it.  Yeah.   

Q Okay.   

MS. DIECKMAN:  I'm going to hold off on moving to admit 

Employer Exhibit 23 and 24.   

HEARING OFFICER CHEREM:  Good.   

MS. DIECKMAN:  And we'll -- we'll submit the updated 

version --  

HEARING OFFICER CHEREM:  Sure.   

MS. DIECKMAN:  -- and lay foundation. 
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HEARING OFFICER CHEREM:  And Josh, just to be clear, when 

she says us, she's talking about you send it to her and to 

Ryan.   

MS. DIECKMAN:  Yes.   

HEARING OFFICER CHEREM:  Okay?   

THE WITNESS:  Okay.   

HEARING OFFICER CHEREM:  And then they will handle 

circulating it.  So you just send it to the Starbucks 

attorneys. 

THE WITNESS:  Thank you. 

MS. DIECKMAN:  I'm going to go over just a couple of quick 

other things, and then can we break for Josh to pull that up 

and send it over to us?   

HEARING OFFICER CHEREM:  Sure.  Absolutely.  And it'll be 

a good time for just a mid-morning break anyway. 

MS. DIECKMAN:  Perfect.  Okay.   

Q BY MS. DIECKMAN:  Josh, I'm now going to show you a 

document that's been pre-marked as Employer Exhibit 25.  Are 

you familiar with this document?   

A Yes.   

Q Is this the book that we were discussing yesterday?   

A It is.   

Q What does this book -- this book say?  Your testimony 

yesterday was that the book contains information that you 

expect all Heritage partners to be familiar with?   
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A Yeah.   

Q Is this boo -- is a copy of this book given to each 

Heritage Market partner? 

A Currently, we only have one copy of this book.  We want to 

make more copies to make them readi -- readily available for 

partners to have access to. 

Q Okay.  Are you familiar with -- with this mate -- with 

these materials in the normal course of your job?   

A Yes.  Yeah, this --  

MS. DIECKMAN:  I'd ask --  

A -- book that sits at -- on the back of line at Pike Place 

within reach for all partners to read.  And additionally, 

obviously, we have digital copies of it.  That is how we would 

usually take someone through training. 

Q When you say back of line, what do you mean?   

A Back of line is the space behind the -- actually, how do I 

put this?  It's where the registers are and where we have our 

supervisor deployed to supervise --  

HEARING OFFICER CHEREM:  Okay.   

A -- the floor.   

HEARING OFFICER CHEREM:  Thank you.   

Q BY MS. DIECKMAN:  Is this book part of the training 

modules for the partners for Heritage Mar -- at Heritage 

Market?   

A Yes.   
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MS. DIECKMAN:  I'd ask that the hearing officer receive 

Employer Exhibit 25. 

MS. MULTHAUP:  No objection.   

HEARING OFFICER CHEREM:  Hearing no objections, Employer 

25 is received.   

(Employer Exhibit Number 25 Received into Evidence) 

HEARING OFFICER CHEREM:  Also, Alyson, did you want to try 

to admit -- offer -- offer Employer 24, the daily pod schedule? 

Q BY MS. DIECKMAN:  Did it -- did Employer 24 change at all 

when you redid the modules, or did it remain the same? 

A This -- this changed, yeah. 

HEARING OFFICER CHEREM:  Okay.  Then that's the answer to 

that.  All right. 

Q BY MS. DIECKMAN:  And I'll now show you what's been 

previously marked as Employer Exhibit 32.  Are you familiar 

with this?   

A Yes.   

Q What is it? 

A It's a picture of a map of downtown Seattle, zoomed in on 

Pike Place Market down to First and University.   

Q Are the three yellow flags, do they mark where the three 

stores in the Heritage Market are?   

A The middle one is slightly misplaced, but yes, very close.   

Q Which store is the -- is the furthest store to the top, so 

this yellow flag to the stop -- to the top? 
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A 1912 Pike Place.   

HEARING OFFICER CHEREM:  For the reader of the record, 

it's the top left side of the page that she's referring to.   

Q BY MS. DIECKMAN:  And the yellow flag in the middle of the 

page, what store does that show?   

A That is First and Pike.  It should be just on the right-

hand side of that road that it's on. 

Q Okay.   

A Right where the letter -- where the word V in show boxes.   

HEARING OFFICER CHEREM:  Okay.  So it should be where the 

V of show box is on -- okay.   

Q BY MS. DIECKMAN:  And then the yellow flag on the bottom 

right, which store is that?   

A That's First and University.   

Q How far are the -- are the Pike Place and the First and 

Pike stores from each other?   

A It takes me about five minutes to walk between those two 

stores.   

Q And how long does it take for you to walk between the 

First and Pike and First and University stores?   

A Just a little bit longer.   

Q How long would it take for you to walk from First and 

University to -- to Pike Place?   

A About 11, 12 minutes.   

Q Do you walk between these three stores in the normal 

  
   



449 

 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

course of your job?   

A Yes.  I actually park close to the First and University 

store and walk to Pike Place.  So I will often stop by First 

and Pike on the way to Pike Place, and I oftentimes pick up 

products from First and University for our store when we're 

running low on something.   

Q In the normal course of your day, do you walk between 

these three stores at least once?   

A Yes.   

Q How often do you normally walk between these three stores, 

currently?   

A Well, currently it's a lot more.  Through doing training 

and observing the changes that we're making to First and 

University, and collaborating with the store managers, I've 

walked those three stores sometimes up to four or five times in 

a day.   

Q Before becoming the Heritage Market, how often would you 

say you walked between the stores per day, or per week 

depending on what's more accurate?   

A So once a day, maybe twice at most.   

MS. DIECKMAN:  All right.  Can we go off the record?   

HEARING OFFICER CHEREM:  Yes.  Off the record for a break.   

(Off the record at 10:04 a.m.) 

HEARING OFFICER CHEREM:  All right.  We are back on the 

record after a brief break.  I'm going to turn it over to 
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Employer counsel first for a brief update on the status of some 

of the exhibits, and then to continue with her examination of 

her witness.   

MS. DIECKMAN:  As it relates to Employer Exhibits 23 and 

24, those two documents are the most two up-to-date formalized 

documents.  There is a draft document that is being handwritten 

upon to update, and the document is not currently available.  

But we will supply that document when it becomes available to 

us.  I'd ask that at this time, the Employer -- the Hearing 

Officer admit Employer Exhibits 23 and 24 with the 

understanding that they are draft documents.   

HEARING OFFICER CHEREM:  Petitioner?   

MS. MULTHAUP:  I just had a couple of voir dire questions. 

HEARING OFFICER CHEREM:  Sure.  Marina, if you could pull 

up the documents while you are questioning the witness for the 

witness's convenience, that would be great.   

MS. MULTHAUP:  Do I have them, Alyson?   

MS. DIECKMAN:  Yep.   

MS. MULTHAUP:  In the ShareFile?   

MS. DIECKMAN:  Yep.   

MS. MULTHAUP:  What was the number?   

MS. DIECKMAN:  23 and 24.   

MS. MULTHAUP:  Josh, can you see the document marked as 

Employer 23 on my screen?   

THE WITNESS:  Yes, I can.   
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VOIR DIRE EXAMINATION 

Q BY MS. MULTHAUP:  You testified when you were shown this 

by counsel for the Employer, that you were given this; do you 

remember that? 

A Yes.   

Q Who were you given this by?   

A This was provided by Cora to me.  I think two weeks ago, 

more or less.   

Q Do you have an understanding of who created this document?   

A I believe that a few people collaborated on it.  I'm not 

clear on who.   

Q Who would know who made this document?   

A I believe Cora would know, or Nica would know.   

Q Okay.  And who would it have been distributed to? 

A The store managers in Heritage and the associate manager 

at Heritage.   

Q Has it been given to any partners?  Oh, sorry.  Hourly 

partners?   

A Not to my knowledge.   

Q Okay.  Okay.  And is the same true for -- I'm tracking -- 

for Employer Exhibit 24; who gave you this document?   

A Yeah, that was sent with the previous document, so the 

same applies to that one.   

MS. MULTHAUP:   Okay.  Okay.  No objections.   

HEARING OFFICER CHEREM:  Hearing no objections, Employer 
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23 and Employer 24 are both admitted, with the understanding 

that they are drafts, and that the Employer anticipates her 

offering supplemental documents once they are available. 

(Employer Exhibit Number 23 and 24 Received into Evidence) 

HEARING OFFICER CHEREM:  Employer.     

RESUMED DIRECT EXAMINATION 

Q BY MS. DIECKMAN:  Josh, shortly before the break, I showed 

you this document which has been previously marked as Employer 

Exhibit 20 -- or 32.    

A Yes.   

MS. DIECKMAN:  The Employer would ask that the Hearing 

Officer accept Employer Exhibit 32.   

HEARING OFFICER CHEREM:  Petitioner?   

MS. MULTHAUP:  Objection.  Sorry, no objections.   

HEARING OFFICER CHEREM:  Hearing no objection, Employer 32 

is received.   

(Employer Exhibit Number 32 Received into Evidence) 

MS. DIECKMAN:  Now Josh, I want to pivot to talk a little 

bit about some of the operational matters.  How you and the 

other Heritage store managers and district manager, and an 

experienced manager work together.   

Q BY MS. DIECKMAN:  Is it tr -- are -- 

MS. DIECKMAN:  Strike that.  

Q BY MS. DIECKMAN:  Do all of these store managers 

collaborate in the process of hiring partners for the Heritage 
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Market?   

A Yes.   

Q How does that work?   

A We have a candidate pool, but we all are going to be in 

interviews together to share what we are assessing when we 

interview candidates.  And we also pull in cards to seek talent 

from anywhere and everywhere, essentially, if there's someone 

that would be a good fit in the company to a higher position in 

Heritage.   

Q Where -- who makes the decision to hire a potential hourly 

store partner for the Heritage Market?   

A My understanding is that it will be the Heritage store 

managers.  I have not received final clarification on that, but 

that's what my understanding is.  I have asked the question and 

it's been answered, and I believe, fairly certain, that it will 

be the store managers.  

HEARING OFFICER CHEREM:  Of whom did you ask that 

question?   

THE WITNESS:  Cora Carter.   

Q BY MS. DIECKMAN:  And will the store managers make that 

decision collaboratively?   

A Yes.  That's my understanding.   

Q And will all partners be hired to the Heritage Market as 

opposed to a single store?   

A The way we've anticipated doing this, and it's still 
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subject to change is that everyone will have a primary store 

that they're located at, but they would work at all three.  The 

details of that are yet to be completely like settled, but it 

would be you're a Heritage partner you work at all three 

stores.  However, this is your home store where you would most 

likely spend most of your time.   

Q Is the reason for that, to your understanding, because 

they want to make sure that there's a -- at least one store 

manager who's assigned for mentorship of each hourly store 

partner?   

A Yes. 

MS. MULTHAUP:  Objection.  Leading.    

HEARING OFFICER CHEREM:  Yeah.  Can you rephrase your 

question, please?  I know he's already answered, but yeah.   

Q BY MS. DIECKMAN:  Why, or why is that the case?   

A So there are two reasons.  One is it's challenging to 

manage -- scheduling partners at multiple locations, and we 

would want every manager just to own the experience of specific 

partners for both development scheduling needs and any kind of 

support their partner would need.   

Q Would the store manager, for the store they're assigned to 

be their like, primary point of contact?   

A Yes.    

Q Would all of the store managers -- all the Heritage store 

managers have responsibility for all of the partners?   
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A Yes and no.  Like everyone would have responsibility to 

support all the partners, answer questions, but the way 

Starbucks systems are set up, is that only I have access to 

partners that are allocated to my store.  Only Eddie has access 

to partners that are allocated his store, so there are specific 

things that only the corresponding manager, or the partner, can 

access, and support the proper way.   

HEARING OFFICER CHEREM:  When you say have access; what 

does that mean?   

THE WITNESS:  So if a partner wants to know how much sick 

time they have, for example, I can pull it up for my partners, 

I can't pull that up for Eddie's partners.   

HEARING OFFICER CHEREM:  Okay.   

Q BY MS. DIECKMAN:  As it relates to discipline, are all of 

the Heritage store managers expected to collaborate as it 

relates to partner discipline?   

A So we look at performance management in two ways.  One is 

coaching, and coaching is just encouraging the right behavior.  

That we would all consistently do together across all stores 

with all partners.  When it comes to discipline, as far as 

disciplinary action, when there's inappropriate behavior that 

needs to be documented, that will be specific to the 

corresponding partner store manager.   

Q If a partner who -- who is assigned to First and 

University is working at the Pike Place store, and behaves in a 
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way that is -- that would be subject to written discipline 

while working at the Pike Place store, how would you -- or 

would you have the ability to effectuate written documentation?   

A I would --  

MS. MULTHAUP:  I'm just going to -- sorry.  I'm just going 

to ob -- object.  Calls for speculation.  I don't believe that 

that's actually happened yet.   

HEARING OFFICER CHEREM:  Well, let -- let -- just back up 

a little bit and put some more foundation on what's happened, 

and if he understands he may have the authority why he 

understands that to be the case.   

Q BY MS. DIECKMAN:  Okay.  Do you have the authority to 

discipline partners in other Heritage stores?   

A I do not believe that I do.  I have not been told that I 

do.  It would feel wrong to me to discipline partners that are 

not there to report to me.   

Q Do you have the authority to recommend discipline to 

partners in other stores in the Heritage Market?   

A I have not been specifically told that I do, but I believe 

so.   

HEARING OFFICER CHEREM:  Why do you believe that?   

THE WITNESS:  Because we -- the stores managers at all 

three locations work in a very collaborative way.  So if I had 

a partner that had done something that would warrant written 

disciplinary action, I would expect that another store manager 
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with authority would inform me of it and that I would probably 

have questions as to the exact details, and we would go over 

what we thought was the most appropriate measure together.   

HEARING OFFICER CHEREM:  So do you know is there any sort 

of mechanism that exists, to your knowledge, about reporting, 

or making such a recommendation to another store manager, about 

discipline? 

THE WITNESS:  No specific mechanism, just it -- it's 

fairly standard that if we have an experience that we share 

that verbally, or to conform with another store manager.  So 

even, you know, prior to Heritage if we had someone that was 

borrowing at off site, and something occurred, we would report 

that to the store manager.   

HEARING OFFICER CHEREM:  To their home store manager?   

THE WITNESS:  Home store manager.   

HEARING OFFICER CHEREM:  Even if it occurred at your store 

while they were borrowing.   

THE WITNESS:  Yes.   

HEARING OFFICER CHEREM:  Okay.  Thank you.   

Q BY MS. DIECKMAN:  How does scheduling work at the Heritage 

Market?   

A So we're still ironing out the details.  Currently, the 

approach that we are taking is that we will all delegate our 

stores to each other, meaning that we all have access to each 

other's schedules for scheduling partners.  However, it will be 
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the responsibility of each manager to schedule the partners 

they need at their store, and then collaborate with the 

partners that are going to be at the other locations.   

So I would check in with, for example, Eddie at First and 

Pike to say Kim (phonetic throughout) has been at Pike Place 

for three days.  I'm planning for Kim to be at Pike Place for 

three days on the week of the 11th.  Can I schedule Kim for one 

day on Saturday at -- on that week at your store?  And then 

Eddie could potentially say, yes, that sounds great.  Does she 

have availability at this time, and at which point, I would be 

able to make that determination, and schedule her for that 

shift.  If the answer was, you know, we're overstaffed for that 

day, then I'd have to find a different day, for example.   

Q Is there a -- is there a mechanism -- is there a -- 

MS. DIECKMAN:  Strike that.   

Q BY MS. DIECKMAN:  Is there an expectation that all of the 

Heritage store managers collaborate on the schedule?   

A Yes.   

Q Who has final ownership over the schedule?   

A All of us together.   

Q And if there are disagreements about the schedule, and 

who's going to be where when, who do those disagreements get 

brought to?   

A To our district manager, Cora Carter.   

HEARING OFFICER CHEREM:  Has this occurred yet?   
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THE WITNESS:  No disagreements.  Currently, I have been 

scheduling the partners at Pike Place, partners that are from 

First and Pike and First and University, and I've done that in 

collaboration with their store managers, and directly with them 

as well.   

HEARING OFFICER CHEREM:  Just remind me.  Are those two 

stores, First and Pike and First and University still closed?   

THE WITNESS:  Yes.   

HEARING OFFICER CHEREM:  Okay.  So during the time you've 

been scheduling partners, there's only been one Heritage 

location for them to work at?   

THE WITNESS:  Correct.   

HEARING OFFICER CHEREM:  Okay.  Go ahead.   

THE COURT REPORTER:  Excuse me, Madam Hearing Officer.   

HEARING OFFICER CHEREM:  Yes.   

THE COURT REPORTER:  I did not hear the response to, "and 

if there are disagreements about the schedule who would that be 

brought up to", and also, if you can please just remind the 

witness, towards the end of his sentences, he seems to trail a 

little bit.   

HEARING OFFICER CHEREM:  Okay.   

THE COURT REPORTER:  If you can please ask him to keep up 

his voice, I'd really appreciate that.   

HEARING OFFICER CHEREM:  Sure.   

THE COURT REPORTER:  If I could have his answer to that 

  
   



460 

 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

question.   

THE WITNESS:  I will do my best.  We would report it to 

our district manager, Cora Carter.   

THE COURT REPORTER:  Thank you.   

HEARING OFFICER CHEREM:  Thank you.  And obviously, 

reiterating the court reporter's request to please make sure 

that you sustain your voice to the end of your sentences, that 

would be great.   

THE WITNESS:  I will do my best.   

HEARING OFFICER CHEREM:  And a continuing reminder to all 

of us, I think we're doing pretty well to give time and not 

accidentally interrupt each other.   

MS. MULTHAUP:  Thank you.   

HEARING OFFICER CHEREM:  Go ahead.  Continue.   

MS. DIECKMAN:  Can I get two minutes to make sure that I 

don't have any additional questions?   

HEARING OFFICER CHEREM:  Yes.  Off the record.   

(Off the record at 10:36 a.m.)  

HEARING OFFICER CHEREM:  All right.  We're back on the 

record.  I'm going to ask you some questions now, just some 

clarification questions, as well as some additional questions. 

You know I'm the Board Agent for the National Labor Relations 

Board, so I don't represent either the Employer or the Union.  

I'm the hearing officer in this matter.   

HEARING OFFICER CHEREM:  When did you first become aware 
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of the possibility of the creation of the Heritage Market?   

THE WITNESS:  I would say about six weeks ago; maybe a bit 

longer than that.   

HEARING OFFICER CHEREM:  Okay.  So sometime in about May? 

THE WITNESS:  Yeah.   

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  Yeah, yeah, around then.  Yeah. 

HEARING OFFICER CHEREM:  Okay.  And how did you first 

become aware of the plan for the Heritage Market?   

THE WITNESS:  It was something that Cora, who was the 

store manager at the time, informed me about.  And kind of 

asked me what I thought about it.  I thought it sounds really 

cool, sounds amazing.   

HEARING OFFICER CHEREM:  Okay.  And at that point, had it 

been formally announced, or was a formal announcement still to 

come?   

THE WITNESS:  I -- it was before a formal announcement.  I 

believe it was in preparation.  I was the assistant store 

manager at Pike Place at the time, so for us, it was like, I 

believe, the kind of got her feedback on whether, or not, it 

was the right thing to do.  And then it was before formally 

announcing it, we wanted to make sure that we informed partners 

in the right way.   

HEARING OFFICER CHEREM:  Um-hum.   

THE WITNESS:  So I was not a part of any of the 
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conversations with the partners, initially, because that was 

being presented by the district manager at the time for the 

partners, and the store manager, which was Cora Carter.   

HEARING OFFICER CHEREM:  And who was the district manager 

at the time; can you remind me?   

THE WITNESS:  Andrea Coster was the district manager for 

Pike Place, and Amy Quesenberry was the district manager for 

First and Pike and First and University.   

HEARING OFFICER CHEREM:  Okay.  And they were both 

involved as well as Cora who was at the time store manager of 

Pike Place?   

THE WITNESS:  Yes.   

HEARING OFFICER CHEREM:  And doing the conversations with 

the partners? 

THE WITNESS:  Yeah.   

HEARING OFFICER CHEREM:  Okay.  And do you recall about 

when that occurred; it's okay if you don't?   

THE WITNESS:  Not exactly, no.   

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  I'm sorry my time is a jumbled mess right 

now.   

HEARING OFFICER CHEREM:  Oh, no.  It's okay.  I'm very 

used to asking people questions about like when was something 

in relation to like holidays, or birthdays, or anything like 

that.  So no problem.  All right.  You mentioned -- I want to 
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talk to you a little bit about hiring and interviewing, which 

you mentioned that you collaborate on with the other store 

managers.  Were you involved in -- I think what we've been 

calling that first round of Heritage interviews at the Heritage 

job fair?  

THE WITNESS:  Yes, I was.   

HEARING OFFICER CHEREM:  What was your role at that?   

THE WITNESS:  So I was one of the interviewing managers, 

and the way that it was set up was every person interviewing 

was doing it in groups of two.  So it would be me and another 

manager, or me and another district manager.   

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  And it was verbal. 

HEARING OFFICER CHEREM:  And at the time you were 

conducting those interviews, did you already know that you were 

going to be the store manager of Pike Place?   

THE WITNESS:  Yes.   

HEARING OFFICER CHEREM:  Okay.  And who else was 

conducting the interviews with you; if you recall, to the best 

of your knowledge?   

THE WITNESS:  Yeah.  I did one round of interviews with 

Eddie, the store manager at First and Pike, and one round of 

interviews with Cora, who was in a district manager role then.     

HEARING OFFICER CHEREM:  And were there any other store 

managers, or district managers, that you saw conducting 
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interviews at that same time?   

THE WITNESS:  Yeah.   

HEARING OFFICER CHEREM:  And who were they, if you recall?   

THE WITNESS:  Most of the district managers from area 10, 

I believe.   

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  While it's pretty decent long list of 

partners, and then store managers that they selected because 

they thought that they were excellent at accessing talent.   

HEARING OFFICER CHEREM:  Okay.  Can you approximate how 

many hiring interviewers were involved in that first round?   

THE WITNESS:  Yeah.  I would say anywhere between 16 to 

20, maybe.   

HEARING OFFICER CHEREM:  Okay.  And about how many 

interviews did you have per day, if you recall?   

THE WITNESS:  I think I did four or five on one day, and 

then three on another because one of the partners didn't show 

up for an interview.  So I think most -- most interviewers did 

about four interviews a day. 

HEARING OFFICER CHEREM:  And about how long did each 

interview last?   

THE WITNESS:  30 to 40 minutes.   

HEARING OFFICER CHEREM:  Okay.  And what, if any, tools or 

reference material did you use during the interviews?   

THE WITNESS:  So we had an interview deck that was similar 
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in some ways to the regular barista interview deck, but it had 

some different questions that related to Heritage, and customer 

service, so --  

HEARING OFFICER CHEREM:  And if you -- oh, go ahead.   

THE WITNESS:  It was an interview deck that was prepared 

like to go through how we use with our interviews.   

HEARING OFFICER CHEREM:  And who, if you recall, gave you 

that interview information?   

THE WITNESS:  I believe Sy Coleman -- 

HEARING OFFICER CHEREM:  And did you -- 

THE WITNESS:  And Nica.  Nica Tovey who I think is in HR.   

HEARING OFFICER CHEREM:  Okay.  And what, if anything, did 

you do after you completed each of the interviews?   

THE WITNESS:  So after each interview we -- the -- the 

person I was interviewing with, we both debriefed, and kind of 

shared what we assessed, and what we saw.   

HEARING OFFICER CHEREM:  And when you say debriefed, was 

that verbal, in writing?   

THE WITNESS:  Yeah.   

HEARING OFFICER CHEREM:  Other --  

THE WITNESS:  Yeah.  We would take -- so one of the 

interviewers would ask the questions, and the other one would 

take notes, and then we would revise the notes that we took,  

and kind of align on what we saw.   

HEARING OFFICER CHEREM:  Okay.  Was there any 
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recommendation spot on the form?   

THE WITNESS:  I don't recomm -- recall a recommendation 

spot on the form.  I do recall recommending at the point of 

handing the form over.   

HEARING OFFICER CHEREM:  Okay.  So you would hand over the 

forms, and then was that a verbal recommendation or how did 

that work?   

THE WITNESS:  Yes.  Verbal.   

HEARING OFFICER CHEREM:  Okay.  And who were you handing 

over those forms and making that verbal recommendation to?   

THE WITNESS:  I'd give them to Sy Coleman.   

HEARING OFFICER CHEREM:  Okay.  Do you know if the people 

that you recommended for interview -- for hire, got hired?   

THE WITNESS:  Yes.  All of the partners that I interviewed 

got hired.   

HEARING OFFICER CHEREM:  And you might not know the answer 

to this question and that's okay.  Do you know what, if 

anything, Sy, or anybody else, did with your recommendations 

and notes before finalizing any hiring decisions?   

THE WITNESS:  No.  I know that they collected the files, 

and it was on the laptop taking notes.   

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  And that's it.   

HEARING OFFICER CHEREM:  Okay.  Have you been -- is that 

what about what we'll call like the first round of 
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interviewing; is that right?   

THE WITNESS:  Yes.   

HEARING OFFICER CHEREM:  Okay.  Has there been any 

interviews, to your knowledge, since that first round?   

THE WITNESS:  Not to my knowledge.   

HEARING OFFICER CHEREM:  Do you know if any interviews are 

scheduled?   

THE WITNESS:  I believe we are actively trying to schedule 

interviews or get a Heritage supply cook position.  So the -- 

the requisition and positions for our supervisor and barista is 

still open.   

HEARING OFFICER CHEREM:  Okay.  And have you been made 

aware of how interviewing is expected to occur moving forward?   

THE WITNESS:  Not in detail, no.  I've asked the question 

because I, personally, would like to interview partners for my 

specific store.   

HEARING OFFICER CHEREM:  Um-hum. 

THE WITNESS:  Rather than it be anyone else.  So that's 

what I would like to see happen, and I've asked for that, and I 

feel confident that that will happen.  But I don't have a final 

answer.   

HEARING OFFICER CHEREM:  Okay.  And who did you ask that 

to?   

THE WITNESS:  Cora Carter.   

HEARING OFFICER CHEREM:  Okay.  You mentioned that you 
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would collaborate on partner discipline.  Has that occurred 

yet?   

THE WITNESS:  Not in corrective action, form.  We haven't 

had to do any documented coaching as of yet.   

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  We had shared feedback on proper 

performance, but nothing that's -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- led to corrective action.   

HEARING OFFICER CHEREM:  But in that feedback, that would 

be more of the -- the coaching skills-building feedback?   

THE WITNESS:  Yes.   

HEARING OFFICER CHEREM:  Okay.  But in terms of the 

disciplinary documented, nothing has had to happen yet?   

THE WITNESS:  Right.   

HEARING OFFICER CHEREM:  And have you received any 

guidance on how that's expected to occur in the Heritage 

Market?   

THE WITNESS:  No, not yet.   

HEARING OFFICER CHEREM:  Okay.  And how did it occur for 

you before Heritage, when your -- your store was a core 

store -- store, what was discipline like for you? 

THE WITNESS:  So if someone, for example, showed up out of 

dress code, we would coach them, say, hey, you know, this is 

our dress code.  We'd offer them assistance if they couldn't 
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comply with dress code, so what kind of support do you need?  

Do you need time to, like, source the right clothing, and we 

would put a date on the calendar for when we could expect them 

to be in dress code.  If by then they weren't in dress code, we 

would then do a documented coaching, and that would be whoever 

witnessed it happened, either of the store managers would fill 

out the form and specify that on this date this partner came in 

out of dress code.  They've been informed verbally before that 

they should be in dress code by this date, and they were not. 

HEARING OFFICER CHEREM:  Okay.  And you were able to do 

that on your own before? 

THE WITNESS:  Uh-huh. 

HEARING OFFICER CHEREM:  Okay.  Was there any point at 

which you would have to involve someone higher level in the 

disciplinary process when Pike Place was a core store? 

THE WITNESS:  No.  Well, I mean, for me specifically 

because I was the assistant store manager and I wanted to make 

sure I was doing it right, I would always refer to Cora, as the 

experienced store manager, to make sure that I typed it up 

correctly, and -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- I always want the witness there when I'm 

doing the -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- area, like handing over the document and 
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having it signed, so -- 

HEARING OFFICER CHEREM:  Sure. 

THE WITNESS:  -- I present it to the witness. 

HEARING OFFICER CHEREM:  Okay, so but it would be you and 

then you would ask for guidance from Cora, who at the time was 

the store manager? 

THE WITNESS:  (Audio interference). 

HEARING OFFICER CHEREM:  Okay.  Also, sorry, circling back 

to interviewing and hiring, do you know how interviewing and 

hiring occurred before becoming Heritage? 

THE WITNESS:  Yeah, so we have a Taleo for our store.  I 

don't know the exact mechanics of the algorithm that Starbucks 

has in place, but I know that applicants sometimes apply for a 

specific market or a general area, and they show up in multiple 

stores' Taleo recruiting platform.  From there, we would check 

what their availability is and schedule interviews. 

HEARING OFFICER CHEREM:  And sorry, Taleo is a computer 

system, just to be clear? 

THE WITNESS:  Yes, it's a -- a -- applicant tracking 

system of sorts. 

HEARING OFFICER CHEREM:  And then, who was doing that 

screening for -- you said schedule -- looking -- you would look 

at schedules -- you said "we", and I want to know -- 

THE WITNESS:  Yeah. 

HEARING OFFICER CHEREM:  -- who you're referring to. 
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THE WITNESS:  At -- at the time, we had two assistant 

store managers:  myself and Manu.  We then had -- Manu left, 

and we had C.J. (phonetic), so there's always been two 

assistant store managers up until Heritage or at least over the 

last eight months, I should say -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- and that there were two store managers.  

It was Cora and Natalie.  Natalie left, so that effort, we 

would do together.  Sometimes we would say, okay, this week, 

Natalie and Manu, do you want to focus on going through Taleo 

and scheduling interviews, and then based on when we're 

available, like, hey, this person that wants to interview is 

only available on Friday.  Can we do the interview?  Then I 

would do the interview, and the same thing, you know, vice 

versa. 

HEARING OFFICER CHEREM:  A question from the court 

reporter:  Taleo is spelled T-A-L-E-O? 

THE WITNESS:  That's correct. 

HEARING OFFICER CHEREM:  All right.  And do you know pre-

Heritage who was responsible for making the hiring decisions at 

Pike Place for new baristas -- 

THE WITNESS:  Yes -- 

HEARING OFFICER CHEREM:  -- and (audio interference) -- 

THE WITNESS:  -- that would be either one of the store 

managers, so Cora and Natalie or Natalie. 
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HEARING OFFICER CHEREM:  And are you familiar with how 

hiring worked at First and Pike pre-Heritage? 

THE WITNESS:  Not specifically just because I hadn't had 

exposure, but I believe that how we did hiring at Pike Place 

was the same as how they did hiring at First and Pike through 

Taleo -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- and that the questions should be the same 

and the process should be the same. 

HEARING OFFICER CHEREM:  Okay, and the -- the decision, to 

your knowledge, would've been made by the store manager, again 

pre -- 

THE WITNESS:  Yeah. 

HEARING OFFICER CHEREM:  -- Heritage?  Also -- and again, 

if you don't have familiarity, that's okay -- do you have 

familiarity with how discipline worked at First and Pike pre-

Heritage? 

THE WITNESS:  I don't have familiarity with how they 

conducted it.  I do know that we have a fairly standard way of 

doing disciplinary actions, so it should be -- like, we would 

like it to be consistent throughout all stores. 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  Obviously, it's different with anyone how a 

manager chooses to enforce it. 

HEARING OFFICER CHEREM:  Okay.  You talked a bit about 
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scheduling, so I want to talk a little bit about how scheduling 

happened before Heritage and then what we know about what's 

going to happen with Heritage.  So how did scheduling work at 

Pike Place before Heritage, and when I -- when I said 

scheduling, I mean for baristas and shift supervisors? 

THE WITNESS:  Yeah.  So we obviously have partner 

availability built into our Partner Hours application.  It's a 

web-based application that we do scheduling on.  We would 

schedule partners within their availability.  We would also 

build -- I -- I have an Excel spreadsheet of partner preference 

for how many hours they want to work a week, and even though 

the availability tracker shows when they're not available, it 

doesn't always show their preference of days -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- so I try to maintain that so that I can 

give them the best schedule that suits them that also meets our 

business needs.  Based off of that, we would refer to our 

report for labor to see how many hours we're earning and then 

schedule accordingly based off of our business trend.  We 

could, for example, earn 900 hours of labor in a week and we've 

assessed, okay, we're getting busier, so we should schedule 

1,000.  Let me see what partners I have, schedule them within 

their availability as close to their preference as possible and 

as close to the amount of hours that they want. 

HEARING OFFICER CHEREM:  Okay.  And that was all done at 
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the store level by whom? 

THE WITNESS:  By me, primarily.  I did have support from 

Cora and Natalie and Manu at different stages. 

HEARING OFFICER CHEREM:  Okay.  Okay, and pre-Heritage, if 

a partner wanted time off, who would they go to? 

THE WITNESS:  So we have a standard way of applying for 

time off.  You can do it through Starbucks Partner Hours.  So 

every partner has access to do this through their phone, any 

web-based client, or in the store.  They can log on and submit 

time off for -- it has to be over three weeks from when they're 

requesting it -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- and then that will show up in our system 

when we go to schedule.  It will see that we have some time off 

requests, and based off of that, it's up to us to approve or 

deny the time-off request. 

HEARING OFFICER CHEREM:  And again, when you say "us", who 

are you referring to? 

THE WITNESS:  The store managers at Pike Place. 

HEARING OFFICER CHEREM:  Okay, thank you.  And a similar 

question for if an employee -- again, sorry, barista or shift 

supervisor needed sick leave or had a last-minute absence, how 

would they report that and get that approved? 

THE WITNESS:  So that would be slightly different because 

that would be, like, you need that right away, so they would 
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call the store and notify them that they can't make it to their 

shift and then contact the store manager to -- to inform them 

of what specifically the leave is.  Obviously, if it's COVID 

isolation, that sometimes only gets communicated to store 

managers and is kept completely private. 

HEARING OFFICER CHEREM:  Sure. 

THE WITNESS:  If it's something else, like a family 

emergency, they may share it with people, who knows -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- but that information is given to the 

store manager and the store manager submits any time off that 

they request. 

HEARING OFFICER CHEREM:  All right.  And are you familiar 

with how scheduling worked pre-Heritage for First and Pike? 

THE WITNESS:  In a similar fashion, with the exception of, 

at Pike Place, as we've mentioned before, there were different 

positions that don't factor into our labor system, so we don't 

earn the positions because they don't technically exist, so 

they scheduled to the very specific, like, core model of labor, 

but the system is similar.   

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  I can't say -- I can't speak to whether or 

not they have a way of tracking partner preference over just 

basic availability.  I don't know. 

HEARING OFFICER CHEREM:  Okay.  And how about the vacation 
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time?  Are you aware of how that would've worked -- how that 

used to work at First and Pike? 

THE WITNESS:  I -- again, it's a standardized system, so I 

would assume that it would work the same way, but I don't know 

for certain. 

HEARING OFFICER CHEREM:  Okay, and the same for sick 

leave, you're not -- or -- or last-minute emergencies, it's a 

standardized system, but you're not sure? 

THE WITNESS:  Yeah. 

HEARING OFFICER CHEREM:  Okay.  All right, now turning to 

Heritage scheduling, when did Heritage scheduling begin, if you 

know? 

THE WITNESS:  Well, in its first phase, which is all the 

partners are at Pike Place, that began last week. 

HEARING OFFICER CHEREM:  When last week, if you know? 

THE WITNESS:  The exact day, I don't remember.  Was it 

Wednesday? 

HEARING OFFICER CHEREM:  So possibly -- 

THE WITNESS:  It -- 

HEARING OFFICER CHEREM:  -- Wednesday.  Okay, now I'm 

looking at a calendar to give the reader of the record 

administrative notice, Wednesday, June 22nd? 

THE WITNESS:  I believe so. 

HEARING OFFICER CHEREM:  Okay.  And is that when you first 

issued the first Heritage schedule or is that when employees 
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began working Heritage shifts? 

THE WITNESS:  Well, so it's difficult to answer Heritage 

schedule because what we have right now is not what we intend 

to have in the future. 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  It's just a (audio interference) to support 

partners going through training and also provide them with the 

hours that they were originally scheduled -- 

HEARING OFFICER CHEREM:  Sure. 

THE WITNESS:  -- so -- 

HEARING OFFICER CHEREM:  Well, let's -- let's talk about 

the phases.  Like, let's talk about now and then we'll switch 

to what you understand might be ideal in the future.  So let's 

first focus on now, and then we -- 

THE WITNESS:  Okay.   

HEARING OFFICER CHEREM:  -- can switch.   

THE WITNESS:  So right now, the priority was make sure 

every partner has the hours that they were scheduled.  So 

they're going to be at a different site, so they're coming from 

First and Pike and First and University.  We also have some new 

hires.  They are all coming into this one small store.  We need 

to make sure that they aren't missing hours, so I scheduled all 

of those partners into the schedule.  We have more partners 

than we need in the store right now, but that is the good thing 

because we get to train them through our pods that we're 
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planning; however, the training is lagging a bit behind.  

Obviously, the change that we made to close the stores because 

we -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- can't get all the partners through the 

training simultaneously.  So currently, all partners are at 

Pike Place.  That's great because they're getting to, like, 

work together, get to know each other, and you know, bond as 

part of a team.  They're also getting exposure to what it's 

like to work at Pike Place and learning where things live, 

learning how to be on register there, just the very basics 

that, you know, we will also cover in training, but they are 

having firsthand experience actively right now doing that. 

HEARING OFFICER CHEREM:  And do you know approximately how 

many employees were on that first schedule? 

THE WITNESS:  I would say approximately somewhere in -- 

in -- in the range of 40. 

HEARING OFFICE0R CHEREM:  Okay.   

THE WITNESS:  Could be a bit more or a bit less. 

HEARING OFFICER CHEREM:  And a quick aside for Employer 

attorneys, do we have a copy of that schedule? 

MS. DIECKMAN:  We do not, but we can request it. 

HEARING OFFICER CHEREM:  That would be great, thank you, 

as well as any existing schedules. 

MS. DIECKMAN:  I will confirm that with Josh when we're 
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off the record. 

HEARING OFFICER CHEREM:  Great.  Thank you.  And you said 

that you did the schedule for Pike Place; is that correct?  

THE WITNESS:  I had some help.  Cora helped, Eddie helped, 

but I'm the only person that currently has access to the Pike 

Place schedule other than my associate manager, Carissa, but 

she is -- I've delegated other tasks to her, so I'm the person 

that's having to -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- input all the partners into the schedule. 

HEARING OFFICER CHEREM:  And what was the nature of their 

help in this -- creating this schedule? 

THE WITNESS:  So half of it's aggregating all of the 

information from the partners at both First and University and 

First and Pike to provide to me so that I can see what hours 

they were scheduled -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- and then, make them fit into the Pike 

Place schedule. 

HEARING OFFICER CHEREM:  Okay, so they were -- and please 

correct me if I understood you wrong, but so it sounds like 

they were giving you visibility to information to which you did 

not have access? 

THE WITNESS:  Correct, yes. 

HEARING OFFICER CHEREM:  And then, they -- once you had 
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all of the information about those other schedules that you 

couldn't see, you then created the schedule based -- 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  -- off of all of that access? 

THE WITNESS:  Yes, they also -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- had to borrow the partners over to the 

Pike Place location so that I could actually have access in the 

system to, like, put them on the schedule. 

HEARING OFFICER CHEREM:  What does that mean when you 

say -- 

THE WITNESS:  So -- 

HEARING OFFICER CHEREM:  -- they could borrow the partners 

over? 

THE WITNESS:  Currently, if I wanted to schedule a partner 

from another store to work at my store, I wouldn't have access 

to them.  I'd have to contact their store manager to ask them 

to borrow them to my site, and at that point, once they've been 

borrowed, for whatever period of time the manager has set, I 

can have access to add them into my schedule. 

HEARING OFFICER CHEREM:  Okay.  How far out have you 

scheduled currently? 

THE WITNESS:  So we schedule three weeks out.  However, 

we're scheduling -- we're adding partners to the schedule on a 

week-by-week basis to plan training, so -- 
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HEARING OFFICER CHEREM:  Why are -- 

THE WITNESS:  -- everyone -- 

HEARING OFFICER CHEREM:  -- adding schedule -- why are you 

adding partners on a week-by-week basis?  Like, how did that 

come to be? 

THE WITNESS:  Okay, so we didn't know what partners we'd 

have at our stores, so there was no way to, like, come up with 

a framework for this ahead of time, so -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- essentially, Wednesday, hey, all of these 

partners are going to be working at Pike Place.  How do we fit 

their schedule to fit the floor and the plumbing at Pike Place, 

and then with that, we now also have to prioritize training?  

How do we implement that into the schedule?  So if we're doing 

training from 8:30 to 4, for example, I would have to have all 

the partners doing that training start at the same time and 

leave at the same time, so for me, it's a question of finding 

the partners that were originally scheduled that time or close 

to that time, extending their shift if they have availability, 

moving it slightly if they have availability to meet our 

scheduling for the training pods. 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  So it takes -- it just takes time to plan 

that out with so many partners and make sure that everyone has 

the right availability and that we're not leaving the store 
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without the right partners in it to work while we're training 

the others. 

HEARING OFFICER CHEREM:  And so those were all the 

different things you had to consider when creating your three-

week-out-ish -- 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  -- schedule?  Okay.  Do you know 

or have you been given any estimates about when First and Pike 

and First and University are going to reopen? 

THE WITNESS:  I don't have any estimates.  I do have, 

like, what I've -- what's been shared with me is, like, when we 

will be ready is when we have partners that are trained and 

capable to do the roles proficiently, and when we have enough 

partners to staff full three stores the way we want them 

staffed.  Sorry, go ahead. 

HEARING OFFICER CHEREM:  Do you know what -- have you -- 

or have you been made aware of when the construction on those 

places may be done? 

THE WITNESS:  We were hoping that it would be done 

already, so like, there are just time delays with a lot of 

those things.  So the First and University location, they're 

installing a desk area for us to do administrative work and 

work together as a management team.  They're also installing an 

espresso machine and some other, like, ice machine in there to 

try out new beverages, so all of those things just have meant 
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delays.  Our hope was to have this ready this week.  It may not 

be ready -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- till next week.  So that -- that's kind 

of where we are. 

HEARING OFFICER CHEREM:  So sorry, I -- I lost you at the 

very end.  You said you had been hoping it was going to be 

ready this week, but now it might not be until next week? 

THE WITNESS:  That's correct. 

HEARING OFFICER CHEREM:  Okay.  But hopefully, it'll be 

done next week -- 

THE WITNESS:  Hopefully, yeah. 

HEARING OFFICER CHEREM:  -- if all their -- 

THE WITNESS:  We're at the mercy of our suppliers and 

whoever is -- 

HEARING OFFICER CHEREM:  Sure. 

THE WITNESS:  -- doing the build out -- 

HEARING OFFICER CHEREM:  Right. 

THE WITNESS:  -- and when it -- when it comes to opening 

the store beyond that, like once the construction has been 

finished, we have a instant goal of how many partners we want 

for the Heritage Market to make sure that all stores are 

adequately supported. 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  So -- and -- and so when we reach that goal, 
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it's going to be difficult to say, hey, are we going to -- we 

may open one store and not the other, which then to see how 

that works out, if we are able to hire the right talent, I 

guess. 

HEARING OFFICER CHEREM:  Sure.  Do you know what the 

tentative number is? 

THE WITNESS:  I believe it's over 100 partners.  I don't 

know specifically what the overall goal is.  I would say 

somewhere probably around 120 to 150 partner mark, and then a 

lot of that depends on partner availability, so if we have 

partners that are available 20 hours a week, then we'll need 

more of them than if we have -- 

HEARING OFFICER CHEREM:  Sure. 

THE WITNESS:  -- partners that are good employees. 

HEARING OFFICER CHEREM:  And were you involved in reaching 

that ideal number? 

THE WITNESS:  At -- at some point, I shared the ideal 

number for Pike Place because I know Pike Place and the needs 

there, but not for the other stores.  I'm assuming that that 

may have been asked elsewhere from other store managers but -- 

HEARING OFFICER CHEREM:  And to -- 

THE WITNESS:  -- not (indiscernible, simultaneous 

speech) -- 

HEARING OFFICER CHEREM:  -- who -- to whom did you show 

that information? 
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THE WITNESS:  I shared that with multiple district 

managers that I've worked with over time.  So Amy Quesenberry 

was our district manager until approximately three or four 

months ago.  I shared that with her.  I shared that as part of 

planning with Andrea Coster when she became a district manager, 

and obviously, Cora's been aware of it all along, so I didn't 

have to share it with her. 

HEARING OFFICER CHEREM:  Oh, okay.  So Cora used to work 

there, so it's like she already -- 

THE WITNESS:  Yeah. 

HEARING OFFICER CHEREM:  -- knows what you need there? 

THE WITNESS:  Yeah. 

HEARING OFFICER CHEREM:  Got it.  And what is that 

approximate number that you -- what your ideal is for Pike 

Place? 

THE WITNESS:  60 to 65. 

HEARING OFFICER CHEREM:  And what are you at now, if you 

know? 

THE WITNESS:  I don't know specifically.  I would say that 

are delegated specifically to Pike Place as a home -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- store are around -- 

HEARING OFFICER CHEREM:  Yeah. 

THE WITNESS:  -- 40, but I don't have the most current 

number.  I could provide that. 
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HEARING OFFICER CHEREM:  Sure. 

MS. DIECKMAN:  I believe, Madam Hearing Officer, that that 

document was provided to you -- 

HEARING OFFICER CHEREM:  Yes. 

MS. DIECKMAN:  -- at the beginning of the hearing. 

HEARING OFFICER CHEREM:  Right.  We do need to get it into 

the record, though, so -- 

MS. DIECKMAN:  Yes. 

HEARING OFFICER CHEREM:  -- maybe after he's done or at 

the outset of next time, we can do that as a -- a -- like a -- 

yeah, either an Employer exhibit -- I'm assuming Petitioner 

doesn't object, but we'll deal with that later. 

Okay.  Do you know how scheduling is going to work once 

all three stores are open? 

THE WITNESS:  I have a draft idea of how scheduling will 

work, and that is that we will have all partners borrowed to 

all sites, and we will have all store del -- all stores 

delegated to each manager so that we'll have access to each 

other's partners and each other's schedules, and based off 

that, every store manager will own what their store needs for 

the optimal play over a course of the week, and then we will 

collaborate on how to rotate partners through all three stores, 

with the goal being that every partner works at First and Pike, 

First and University, and Pike Place in a week or every two 

weeks, and doing that in a way that's consistent for their 
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schedule so that it's not, like, random every single week and 

they're confused about where they're going. 

HEARING OFFICER CHEREM:  Sure.  Okay, so it sounds like 

the store manager in this hypothetical plan would ultimately 

schedule the humans who are working at their facility? 

THE WITNESS:  Yes -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- and then collaborate with their peers at 

the other locations for the right time to schedule them at 

their store. 

HEARING OFFICER CHEREM:  Okay.  And why is that 

collaboration necessary? 

THE WITNESS:  Because they're not going to be aware of the 

plan for Pike Place on any given week and I will be, so if they 

want to schedule one of their partners at my store, there may 

be an optimal time for that to happen or a time where it's not 

necessary, so passing that by me will be important and -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- vice versa, the same thing. 

HEARING OFFICER CHEREM:  And I know this hasn't happened 

yet, but are you aware of what you would be considering when 

deciding to schedule other people at your own store? 

THE WITNESS:  Yes, I mean, a lot of different small 

things, but primarily, when is the optimal time to schedule 

someone based off of their availability.  So a four-hour shift 
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works beta -- better for us earlier in the day.  An eight-hour 

shift, you know, works in the middle of the day.  A six-hour 

shift works at the end of the day.  So when is that partner 

available, how many hours do they want to work, and they're, 

then, as far as how much training they've gone through, where 

their capability is at that point in time, what can they 

support in the store?  So those are, like, some of the factors 

that would determine how to schedule those partners. 

HEARING OFFICER CHEREM:  Okay.  But again, just to be 

clear, there currently has been no scheduling of any Heritage 

partners at multiple stores? 

THE WITNESS:  Correct. 

HEARING OFFICER CHEREM:  The only store for which a 

schedule has been created is Pike Place? 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  Okay.  Have you been involved in 

the training pods that are currently underway -- 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  -- or about to start? 

THE WITNESS:  Yes, I was part of the first training pod. 

HEARING OFFICER CHEREM:  Okay, and when did that occur? 

THE WITNESS:  It occurred -- I -- I was off -- two days 

ago. 

HEARING OFFICER CHEREM:  Two days ago, okay.  Well, let me 

look at a calendar because I seriously don't even know what day 
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it is, so Wednesday, June 29th? 

THE WITNESS:  That would be it.  That was the -- 

HEARING OFFICER CHEREM:  Oh --  

THE WITNESS:  -- day. 

HEARING OFFICER CHEREM:  -- okay.  And do you know was 

that the first training pod or had there been others before 

that? 

THE WITNESS:  That was the first training pod, yes. 

HEARING OFFICER CHEREM:  Okay.  And how many employees 

were involved in that training pod? 

THE WITNESS:  Right, so we took six shift supervisors 

through that first training pod, and it was myself and Macoy 

that facilitated the training.  Cora helped us set up in the 

morning because Macoy had a meeting that he had to attend, so 

she was there for the first hour and a half, I believe, of it 

until he could be free to come to the training with me. 

HEARING OFFICER CHEREM:  Okay.  And what -- how long was 

the first pod's training scheduled to last? 

THE WITNESS:  Seven-and-a-half to eight hours. 

HEARING OFFICER CHEREM:  And is it a one-day training to 

be a Heritage shift supervisor -- 

THE WITNESS:  So -- 

HEARING OFFICER CHEREM:  -- or are there multiple days. 

THE WITNESS:  So the training -- our plan is to do it on a 

month-by-month basis, so to start with, you know, phase 1, 
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seven-and-a-half to eight hours -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- and then in about a month would be phase 

2, and to get more granular what we're learning, so we cover 

the basics of working every store.  We're also navigating to 

the Coffee Master certification process, and there's also more 

that we want to do for both market and company history as far 

as material that we have and are also still sourcing. 

HEARING OFFICER CHEREM:  Okay.  So this was day 1, month 1 

for your first pod of shift supervisors, and it is assumed that 

each month that same pod will come together for another day of 

training once a month? 

THE WITNESS:  Correct, yes.  It -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- well, the pod won't necessarily be made 

up of the same partners, but -- 

HEARING OFFICER CHEREM:  Oh, okay. 

THE WITNESS:  -- we consistently have -- every partner 

will consistently do month-by-month training. 

HEARING OFFICER CHEREM:  Okay, so everybody does it month 

by month and presumably it's all going to be people who have 

already done month 1, and they're all -- 

THE WITNESS:  Uh-huh, correct. 

HEARING OFFICER CHEREM:  -- going to do -- do 2 together 

even if they weren't in the same group? 
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THE WITNESS:  Right, yes. 

HEARING OFFICER CHEREM:  Okay.  And do you know if the 

training modules have been completed for the upcoming months or 

the training plan has been completed for the upcoming months or 

just for the first month? 

THE WITNESS:  So we have the framework of some of the 

ongoing training for the Heritage piece as far as history is 

concerned and for the Coffee Master certification -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- but we are gathering feedback from each 

training pod to build out the phase 2 training. 

HEARING OFFICER CHEREM:  Okay.  How long -- how long do -- 

if you know, is there any estimate for how long this month-to-

month training is going to occur? 

THE WITNESS:  As long as it needs to.  We feel like 

training is one of the most important aspects to best equip our 

partners with knowledge and skills, so we haven't set an end 

date to it.  We just want to continue building it out based off 

of, one, getting through the Coffee Master certification at a 

bare minimum, which I can't say with certainty, but I would 

believe it would take at least six months of training to get 

through that -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- part of the process, but then we would 

always check and adjust because there may be a month in which 
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we do two rounds of training, right, depending on a gap that we 

may identify, but at the bare -- bare minimum, it would be six 

months of ongoing one-day training. 

HEARING OFFICER CHEREM:  Are you aware of any other 

trainings that we haven't discussed that are applicable to the 

new Heritage Market rollout? 

THE WITNESS:  I mean, we always have companywide training 

for period launches, whether it's, like, a new beverage that 

Starbucks is featuring or, you know, merchandise?  So we have 

that, and it comes out in regular cadence.  We -- again, 

Starbucks puts out a lot of training materials on the training 

part of the Partner Hub for each partner, so that's something 

that we need to maintain in addition to the Heritage training.  

It could be food safety training or it could be de-escalation 

training.  It could be, you know, a new beverage training.  

So -- 

HEARING OFFICER CHEREM:  Sure. 

THE WITNESS:  -- all those we would still integrate, but 

those are just usually 30 minutes here, 30 minutes there.   

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  We just schedule the partner based off of 

the shift that they're working to do that. 

HEARING OFFICER CHEREM:  Okay.  I think that was a 

reminder sequitur for me.  So going back quickly to scheduling, 

we talked about how vacation time and last minute typically 
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worked prior to Heritage.  Do you know how it's going to work 

in the Heritage Market once there's three separate stores?  If 

I'm a partner at Pike Place or First and Pike and I'm 

requesting vacation, how am I going to do that? 

THE WITNESS:  Yeah, so that's another reason for having a 

home store.  You'd request that at your home store with the 

store manager that is your direct report.  So they would notify 

any manager that they work for of when they have vacation time, 

whether that's in the app or in person, and then, in addition 

to that, if they have time off, they're -- I guess, obviously 

going to be important for me and my other peers to communicate 

that with each other to be aware of, you know, Christi's 

(phonetic) off, you know, this month -- sorry, this week in 

August, so we can't schedule this pod training with her, 

right -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- or she can't do this coffee tasting.  So 

it will require a lot of collaboration as far as how well we 

communicate collectively as a management team. 

HEARING OFFICER CHEREM:  But is it your understanding, 

again, only if you know, that you, as the store manager, would 

be the one to approve vacation time for individuals who have 

their home store designated as Pike Place? 

THE WITNESS:  That is my understanding. 

HEARING OFFICER CHEREM:  Okay.  And how about for sick 
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leave?  If I'm an employee at First and University and I'm 

suddenly sick, or like last night, my, you know, kid was sick, 

and I can't come in today, what -- 

THE WITNESS:  Yeah, so it's -- 

HEARING OFFICER CHEREM:  -- what do I do? 

THE WITNESS:  -- my -- my understanding is that it would 

be the same as for vacation time. 

HEARING OFFICER CHEREM:  Okay.  So contacting your -- your 

designated home store store manager for approval? 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  Okay.  I'd like to talk a little 

bit about borrowing, I think is the word you all use for moving 

from one store to another? 

THE WITNESS:  Uh-huh. 

HEARING OFFICER CHEREM:  Right?  Okay. 

THE WITNESS:  Yeah. 

HEARING OFFICER CHEREM:  So before Heritage, if you know, 

how often did employees -- let's go with -- start with 

permanently transfer between those three locations, the cases 

you're aware of? 

THE WITNESS:  And let me just clarify that I understand 

this correctly.  So when you say permanently transfer someone 

that would come from First and Pike and then all of a sudden be 

relocated to Pike Place? 

HEARING OFFICER CHEREM:  Yeah, exactly.  Like, my home 
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store was Pike Place but, like, I got really tired of it and I 

really wanted to be in Pike Place -- or whatever, yeah.  I 

want -- really wanted to go that new store at First and 

University that was super high tech, and I made that happen.  I 

would call that, like, permanently switching my job spot from 

one to the other, so -- 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  -- were you aware that any of 

that happening pre-Heritage? 

THE WITNESS:  Yes.  Yeah, it's -- it happened -- in the 

course of approximately nine months, it happened with two 

partners. 

HEARING OFFICER CHEREM:  And going from where to where in 

the previous nine months? 

THE WITNESS:  Well, I'm specifically talking about First 

and Pike we've had -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- transfers to multiple locations over the 

past nine months, so it's happened with easily a dozen partners 

that have transferred from another location to Pike Place -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- but within the Heritage stores -- 

HEARING OFFICER CHEREM:  Yes. 

THE WITNESS:  -- we specifically had two partners come 

from First and Pike to Pike Place in the last nine months. 
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HEARING OFFICER CHEREM:  Okay, so two partners permanently 

transferred from First and Pike to Pike Place? 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  Anybody from First and University 

that you're aware of? 

THE WITNESS:  Not that I'm aware of. 

HEARING OFFICER CHEREM:  Okay.  And how about the reverse?  

Are you aware of anybody permanently switching from Pike Place 

to either First and Pike or First and University? 

THE WITNESS:  Not that I'm aware of -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- with the exception would be a assistant 

store manager that became store manager at Pike Place -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- Manu Coleman. 

HEARING OFFICER CHEREM:  Okay.  How about the temporary I 

think what you all refer to as borrowing where somebody's going 

to go over for a shift or a part of shift between stores?  So 

pre-Heritage, how often did borrowing occur at Pike Place, 

would you say? 

THE WITNESS:  It really depended on the week.  We try to 

keep it at a minimum because borrowing a partner means trying 

to teach someone -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- how to work at Pike Place, so unless it's 
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someone that has either worked at the store before or we feel 

is very capable, we would try and avoid it if -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- we -- we've even in the past adjusted our 

hours of operation to avoid borrowing just because if we have, 

like, two borrowed partners, for example, it takes two partners 

to help them learn, so it's like we're not really getting a 

benefit from it -- 

HEARING OFFICER CHEREM:  Sure. 

THE WITNESS:  -- so it would happen occasionally and 

especially when there were COVID isolations, it was more 

frequent. 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  At that point, we're losing a significant 

amount of partners to staff the store, and we want to try and 

keep that store operating at all times -- 

HEARING OFFICER CHEREM:  Sure. 

THE WITNESS:  -- so there have been some weeks where we've 

had, like, three or four borrowed partners, other weeks where 

we've tried to keep it at one or zero, and when -- whenever we 

did a push to, like, have more borrowed partners, it was very 

difficult in a -- at Pike Place to maintain that, so more 

recently, we've tried to stay away from it just because it's so 

difficult on the team there.  So more recently, it's only been 

partners that are used to borrowing at Pike Place that already 
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know how to work there, and again, usually, like, one or two a 

week, but not every week, like maybe one week out of a month or 

one or two weeks out of every two months. 

HEARING OFFICER CHEREM:  Okay.  How about the opposite?  

From -- are you aware of any Pike Place partners borrowing to 

either First and Pike or First and University, again, pre-

Heritage? 

THE WITNESS:  Yes.  Yeah, specifically one partner that 

knows how to work at both stores and has transferred over from 

First and Pike -- 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  -- that -- that is almost like an exception.  

We have, I believe, four or five partners at Pike Place that 

have the good experience to work at core, so we would never 

want to send a partner to their store that would know how to 

work there because it would create that same environment as we 

find in our store the partner that hasn't worked at our store. 

HEARING OFFICER CHEREM:  Uh-huh.  Okay, so it sounds like 

there's one person who's an exception who used to work -- 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  -- in person at Pike that 

sometimes goes back to borrow shifts there? 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  Okay.  Anybody else you're 

familiar with besides that one person? 
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THE WITNESS:  No. 

HEARING OFFICER CHEREM:  Okay.  And how about to First and 

University, again, pre-Heritage? 

THE WITNESS:  Yeah, pre-Heritage, I don't really recall 

that well if we had one partner that may have gone over there 

at one time, but I'm not sure.  I'm honestly not sure. 

HEARING OFFICER CHEREM:  That's fine.  Okay.  All right, 

now switching to Heritage, it -- my understanding from your 

prior testimony was that there's essentially an expectation 

that partners in this Heritage Market, despite having a home 

store, would sort of be expected to have their schedule show up 

at very -- those three stores in a given week? 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  How -- do you know who made that 

decision to have that be the expectation? 

THE WITNESS:  I don't know who it was specifically, but 

it -- to my knowledge, it wasn't anyone that I was working 

with -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- that when that was shared.  I'm not sure 

if it came from the district manager or from our regional 

director, Nica.  It made sense to me, so like, I think -- I'm 

not even sure that I was asked what I think about it, but it 

was shared at some point through Cora -- 

HEARING OFFICER CHEREM:  Okay.   
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THE WITNESS:  -- and I think it came from either one of 

the district managers or a regional -- 

HEARING OFFICER CHEREM:  Okay -- 

THE WITNESS:  -- director. 

HEARING OFFICER CHEREM:  -- so it sounds like Cora 

probably is the one who conveyed this to you as -- 

THE WITNESS:  Yeah. 

HEARING OFFICER CHEREM:  -- this new standard?  Do you 

remember how she conveyed it to you, like, conversation, email? 

THE WITNESS:  Conversation.  She explained -- prior to 

explaining it to baristas with the help of a district manager, 

she explained to me and our other as -- assistant store manager 

at the time, Carissa, how this potentially would work, so that 

was my first time hearing about it, and yeah, like sharing -- 

HEARING OFFICER CHEREM:  And what did she say to you? 

THE WITNESS:  I can't remember specifically, but 

something -- 

HEARING OFFICER CHEREM:  Yeah, to the -- 

THE WITNESS:  -- along the lines of --  

HEARING OFFICER CHEREM:  -- best of your recollection. 

THE WITNESS:  -- this new idea about something we could do 

with the market that's super exciting, and just for a bit of 

background, like, I think I want to add some context. 

We felt like we needed different kind of support at Pike 

Place, so receiving this flow of information, it wasn't like, 
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oh, this came out of nowhere.  Like, we were asking for 

something different, both store partners and managers wanted a 

different level of support and experience, so after some 

meetings that we had with partners and shared ideas, this 

information came about, to my understanding, as a result of 

that, and Cora presented basically the concept of, like, 

imagine if we had a very small district and basically saying, 

like, our past, our present, and our future were -- you know, 

how we did the Heritage tours.  I've done Heritage tours that 

are -- we would basically be taking that concept of Heritage 

tours and making a Heritage Market, and that Heritage Market 

also partners would learn how to work at each store.  They 

would all have, like, the knowledge of the Pike Place Market 

and the history of the company who would be able to support the 

training for beverage production and you know, skills on bar to 

make lattes, so all of these -- those -- like, it was brought 

up in that way for, like, what we're trying to execute, and 

then in addition to that, she was like, this -- you know, like, 

I don't want to say it was an exciting thing to hear about 

because it's the direction that we were hoping to go in.  We 

just didn't know how it would happen. 

HEARING OFFICER CHEREM:  Uh-huh. 

THE WITNESS:  She also shared that, like, the role, like, 

we've had more expectations as far as, like, level of service 

that we provide both in craft and in the ability to share 
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history and make great customer connections, but also that the 

pay would be better, as well, and that the amount of support 

that we have for scheduling labor in the store, we've been 

better supported for ourself. 

HEARING OFFICER CHEREM:  Do you know -- sorry, about when 

did that conversation with Cora occur in relation to all this 

even if you don't remember an exact date, like, when on the 

timeline? 

THE WITNESS:  Around May, as well.  I -- that -- that 

whole time frame was around that -- that month. 

HEARING OFFICER CHEREM:  And if you know, was this 

expectation to work at multiple stores communicated to the 

applicants for the Heritage barista and shift supervisor 

positions? 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  How was that communicated? 

THE WITNESS:  It was communicated to all of our store 

partners in the meetings that they had, I believe, in a very 

similar way to how it was communicated to me, and yeah, it was, 

again, both it -- presented as this opportunity to do something 

different than what we've been doing.  It was exciting, but 

also, you know, like, every partner was told that they had to 

reapply for the position which was honestly kind of nerve-

wracking because the idea is, like, this is no longer a barista 

role, it's a Heritage barista role.  With that comes these 
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(audio interference) and this difference in pay, so because 

it's a competitive hiring process and we have a thing called 

career progression at Starbucks, everyone's going to have to 

ap -- apply for the position to be part of the Heritage Market. 

HEARING OFFICER CHEREM:  Okay.  Before Heritage, when an 

employee wanted to permanently transfer from -- like the one 

who transferred from First and Pike to Pike Place permanently, 

what was the process -- 

THE WITNESS:  Uh-huh. 

HEARING OFFICER CHEREM:  -- for that, if you know? 

THE WITNESS:  So the process would be usually an interview 

with the store manager of the location that they're trying to 

transfer to.  The store manager would then follow up with -- 

sorry, the -- the store manager at the new location would 

follow up with the store manager at the old location to make 

sure that the partner's in good standing, that there's no 

written warnings or final notices or corrective action, and 

then, when the time is right for both store managers and the 

partner to make the switch, it would be scheduled, and as a 

store manager, you would go in to our -- I forget the name of 

it -- but we have a -- a partner central application that would 

basically you type in the partner's name, find them, and make a 

request to transfer them, and then the partner that a store 

that you're making the request from, that store manager ha -- 

then has to approve it. 
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HEARING OFFICER CHEREM:  And if you know, was the store 

manager able to sort of accept or deny the request for a 

transfer? 

THE WITNESS:  Yes. 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  To my knowledge, yeah. 

HEARING OFFICER CHEREM:  If you know, looking forward to 

Heritage Market, have you been made aware of what the process 

for permanent transfer would be?  Let's say I'm assigned to 

First and University as my home store, but -- 

THE WITNESS:  Uh-huh. 

HEARING OFFICER CHEREM:  -- all of a sudden I've decided 

that I really want to be at First and Pike as my home store.  

Do you know, and you might not, what that process is going to 

look like for a permanent transfer? 

THE WITNESS:  I honestly do not know, but again, my -- 

I -- I don't want to assume things, but I believe that it would 

be something we'd collaborate on as store managers and rely on.  

Like, if we have a store that has too many partners, then maybe 

we can, you know, make that happen if the other store needs a 

partner, so I -- I would see it happening that way, but beyond 

that, I'm really not sure. 

HEARING OFFICER CHEREM:  Okay.  Does -- no plan has been 

communicated to you on this is how it's going to work? 

THE WITNESS:  Yeah. 
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HEARING OFFICER CHEREM:  Have you received any other plans 

or documents or, I don't know, vision pieces about how the 

rollout of this Heritage Market was going to look like or what 

it was going to look like at its final phase? 

THE WITNESS:  So yes and no.  Like, the -- the template 

and foundation for it was kind of laid out, and then the 

encouragement is for us to make it our own.  So as leaders and 

store managers, we're encouraged to bring our team into how we 

build this out and what the final, you know, product is.  We 

don't know.  We just know what notes we want to hit.  We want 

to make sure that every barista is, like, the most capable 

barista we could imagine, right, that every customer that comes 

through one of the stores has a phenomenal experience to where 

they feel like that it -- it compares like going to Disney, 

right, where, like, in -- everyone has a fun time in these 

locations and that they leave with a piece of history or 

knowledge that they didn't have.  That's the goal.  How we get 

there is up to us. 

You know, like, we keep referring to this is like a 

startup, so like, there were a lot of things that we do know; 

there are a lot of things that we don't, but we know that we 

are navigating towards this direction together, so how do we do 

it in a way that supports the best experience for everyone, 

partners and customers included. 

HEARING OFFICER CHEREM:  Do you know, moving forward as 
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part of this sort of startup plan, who is going to be making 

decisions about what does get to get implemented and what 

doesn't get -- to get implemented as part of the Heritage 

Market? 

THE WITNESS:  So I believe that we will have support -- 

well, I -- I know that the support piece for the three store 

manag -- I'm sorry, the three stores' managers comes from Cora 

as a district manager, and I believe we have an OCM role that 

we are -- I'm not sure if it's filled or we're still searching 

for a candidate for, but we have those two roles to support 

what we're trying to implement at a store level, and the -- 

they would communicate directly with the corresponding SSC 

(phonetic) partners and Regional Director Nica to, like, make 

things happen, I guess. 

So if we wanted to implement a change, the approval 

process would be I don't know what Cora's, like, capabilities 

are and what she can approve and what she can't, but I'm 

assuming that she has some decision-making ability and that 

something that's beyond her authority that she would then level 

that up to Nica and so on and so forth and that the OCM would 

support in more operational parts of the business tying in 

products for the market, for example, to our stores, if 

something that we're trying to do to where we want to feature 

maybe a syrup from a local vendor and -- and make a custom 

drink that features products from some vendors in the market.  
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Other ideas that have then thrown around (audio interference) 

and like we have artists in the market.  Maybe we could 

actually collaborate with them and sell some of their art in 

stores.  I know that Macoy, the manager at First and 

University, is speaking with the people SAM's to see if they 

can feature some of their art in the store, so things like 

that, we would have assistance from Cora and the OCM. 

HEARING OFFICER CHEREM:  Okay, and is it your 

understanding that, like, those ideas, for example, for the SAM 

art -- and for the record, I'm going to say SAM is Seattle Art 

Museum -- the SAM art or the artisans from the market, were 

those the ideas of the respective store managers or somebody 

else? 

THE WITNESS:  Yeah, so and that's up to us as store 

managers to drive, and that's the expectation of our role is 

that we act kind of in a different store manager role to a 

regular store manager.  A store manager at core would, you 

know, be part of the play more frequently than potentially we 

will.  We'll be a lot closer to what's happening day by day 

inside the store, whereas our associate managers are going to 

have that role, and as store managers, we will support that and 

still have visibility on the floor, but that we have an 

additional, you know, like, list of responsibilities that 

include the vision piece and the execution of that vision. 

HEARING OFFICER CHEREM:  Okay.  Are you aware of whether 
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any marketing or branding items have been either issued or 

under development about the new Heritage Market or Heritage 

stores? 

THE WITNESS:  I hope so.  I am not -- I've not been made 

aware, but I -- I'm trying to contact the right people because 

we are -- one of the things that I've been trying to leave is a 

custom apron or embroidering on the Coffee Master aprons that 

we will provide, so that's one example of where I've been 

trying to figure that out with help. 

HEARING OFFICER CHEREM:  Uh-huh.  But as far as you're 

aware, nothing has come out yet of, like, this is how these 

three stores are -- are -- 

THE WITNESS:  Oh. 

HEARING OFFICER CHEREM:  -- yeah, no -- no guidance from, 

like, how we're going to market the newly reopened Heritage 

stores? 

THE WITNESS:  I -- I do -- we did a -- a release to our 

workplace, like a little piece on it on what we're doing in the 

three stores and what the Heritage Market is. 

HEARING OFFICER CHEREM:  I'm sorry, you said you did that? 

THE WITNESS:  I -- I know that they did that, that they 

released -- 

HEARING OFFICER CHEREM:  They -- okay. 

THE WITNESS:  -- it in -- in the workplace and I believe 

also as a press release, too, so I -- I know that that went 
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out.  I'm not aware of anything else -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- that --  

HEARING OFFICER CHEREM:  Do you know about when the 

employee piece was released? 

THE WITNESS:  As far as, like, the job description and the 

application stuff or -- 

HEARING OFFICER CHEREM:  No -- 

THE WITNESS:  -- or --  

HEARING OFFICER CHEREM:  -- that -- that sort of overview 

marketing piece you just mentioned, you said there -- 

THE WITNESS:  Okay.   

HEARING OFFICER CHEREM:  -- was one that went to employees 

and one that was a PR release, like a -- 

THE WITNESS:  I believe that they went out simultaneously.  

I may be wrong and may be -- 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  -- may be off by a day or so, but I believe 

it was formally released around the same time -- 

HEARING OFFICER CHEREM:  And -- 

THE WITNESS:  -- as every -- 

HEARING OFFICER CHEREM:  -- about -- 

THE WITNESS:  -- (indiscernible, simultaneous speech). 

HEARING OFFICER CHEREM:  -- how long ago or about when 

would you say? 
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THE WITNESS:  I -- I -- no more than two weeks ago, maybe 

a week ago. 

HEARING OFFICER CHEREM:  Okay.   

THE WITNESS:  Sometime in the spring. 

HEARING OFFICER CHEREM:  All right.  All right, I think 

those are all of my questions for now, which was a lot, so I 

really appreciate your patience. 

Let's go off the record to discuss scheduling and also 

probably take a quick break, and then we'll come back. 

(Off the record at 11:41 a.m.) 

HEARING OFFICER CHEREM:  All right, back on the record.  

We have a little bit of a misunderstanding about when breaking 

for the day at lunch started, so we are going to go ahead and 

break now for the day. 

I will note that yesterday off the record the parties 

conveyed some scheduling issues for everybody, and after 

consulting with the Regional Director, he found that good cause 

has been shown due to the variety of scheduling issues for the 

attorneys to continue the hearing in this matter until Thursday 

morning at 9 a.m. on July 14th.  At that point, we will be 

continuing where we really have left off, but the expectation 

that July 14th and then Friday, July 15th, as well as the 

entire week of the 18th, if necessary, everybody is, and we are 

going to continue moving forward on this. 

Additionally, I've been given assurances by counsel that 
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they're going to continue working on subpoena issues and 

subpoena productions while we are off the record in this matter 

waiting to reconvene, and we will also ideally have an off-the-

record subpoena discussion during this break. 

And with that, the hearing is adjourned for the day until 

Thursday, August (sic) 14th. 

(Whereupon, the hearing in the above-entitled matter was 

recessed at 11:43 a.m. until Thursday, July 14, 2022 at     

9:00 a.m.)   
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C E R T I F I C A T I O N 

This is to certify that the attached proceedings before the 

National Labor Relations Board (NLRB), Region 19, Case Number 

19-RC-297140, Starbucks Corporation and Workers United, 

affiliated with Service Employees International Union, held at 

the National Labor Relations Board, Region 19, National Labor 

Relation Board Region 19, Jackson Federal Building, 915 Second 

Avenue, Suite 2948 , Seattle, Washington 98174, on July 1, 

2022, at 9:06 a.m. was held according to the record, and that 

this is the original, complete, and true and accurate 

transcript that has been compared to the reporting or 

recording, accomplished at the hearing, that the exhibit files 

have been checked for completeness and no exhibits received in 

evidence or in the rejected exhibit files are missing. 
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